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(f^ 

3fk f^ fcrf^r^ ^ ?TTte f): 


J- 

^ ^ f^Rm, ^8TTf^, ^^srtcR xj^ ^ ^ qm ^ w? 

^ aif^ BtcTT t, arar^T, sfrst^ qjt ^ 

tMq Ti ^ F5TR ^ ^ grl^ ^ 1^ f I 


2. qf^l^: ^ qR ^ ^ % SRrsTT 3^^ q i\. ~ 

(q?) ^ ’TR^frq ^'d-qt'(' f^Plqi*icf> qrf^iqj^ aTf^rf^tqq. 1997 (1997 ^ 

24) 3t 1^ t; 

(^) ajntfcjt Miltiqji'J^" ^ f^f^raq 1 ^ f^Pjq^ ( 3 ) ^(q>) araigr {? 3 ) 
^ aTrnfw arr^ ^t^tctt srt f^ijH 10 ^ aititq aitf i of) ^ ^ 

^ qq qq? 3Ta?qT arl^m? 3T%T arl^ f- 

(q) “ntecfTW ^ arf^rf^ cirt 3 q 5 t wtrt (1) # ai^ W^Tct 
^^?^TtrR fcftorw qrl^rqR^ arMcr t; 

(^) "^plqi^l ^cTImA-i ^ arcFfcT anc!T t, cTT^^fT ^51 ^ ^ 

qf^ ^#q^fq ^ aicrfcT qrzRf ara^ ^-^rrt qfM qq 
q^, ^ffjDqxq 3j^ f^cR^ cTsq qrrte t ^ qqq^ ^ w qra^ 
f^Tiq^ f^ ^aiq> cIT?#H q>t 3^ 


[vmni— 




3 


(^) 'ffTS#?' 3|SRrT "fTr^ef^ ^ 3TM?T t ^ - 

(i) ^ sfN t ?T5TT # i> sTcrrar fe?(?t>eci ^terf 

^ "^Re^T ^ ■?FRt t; 

(iij WTefts ^ 5Ffm i{^ ^ 1Wrfti^ 

t 3T8T?|T ^ ;3Tv3^T^ ^ t, IM Mcf^T^ 

^Tifra^Tf^ ^ ^ sm^ ^ t, i> 

^FPi-^FFRT m f¥^ ^ t, ^ ^ tcrtef? 
^5%?Rf^H^'a t cTSn 'Hs^Hjbl^el^! ^3^ OTT) 

thkjtt ^ ^^rflw ■^eyqf^ci Tr^rraff ^ ^ f i 

(iii) fvf?i^f ii ^ ^^crnj ^nf^Tcr ^ ^ f^ 

1|J8T^ dl^'^'H ^ #lf^ ^ ^ 3j|cH^ijchdl ^ t (^ C||>wf2|th-WT ^ff^ 
^f^l^). ^ ^ ^ ywT ^ en?#fr ^ ar^Jt^ 

3T^ aT8^^/^i«TiaT^j# wl^cj,>i; 

f ^ 3TW -^lyn^ ararm 

clil^'^tix IHT Wra W Plf?^ uTP?; 

(w) ^ter ^ arl^ t ^o^14))^ ar?M "Hi^ ar^m ap^i 

IRT wft^Rnarf ^ ^ Wm i ^ 

(3) ^ ^ (^) 3 TqcFT ^ (^) t( arr^ ^ ^ ^ RPi^h 3 ^ 

3T?r»f?T i«nt^t?T ^ toFT aisRT ^ ar^^TRT aismT ^ ^f^,- 

(BT) ♦iiell^d — 
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(i) ^ ^ cfTZRc^^ ■^cfrcrPT^ ^ ^ 

viftf% uTT^ WdT t, 1%^ TFTTcfl' ^ tttkI'H 

^ ^ vJTRTT tptt gT^T^ ^ TJOTTI TJTTdT ^ #?PT Wft^ 

v3TT^ c^ ift^q sRT^ t^viii^d cf?!' vjfldl ■§ GTST^ Gj^cj^d elHI^ uTTcff 

(ii) ^ cHdCRj c^cfef cfTTrrf^ '^IT’T^ ^ ^ Tf^ cffTj^ ^fSTcTT 

^frT—cnxr^-i' Tr^r?ft ^ t d^i, cffzi^ srs?^ ^rr^—^T-M '-h 

^ wm^ -cfm ^ t, rrsnf^, ^ c^ ^ ^ ^e^^^gb i ^dx!!' 

^ <5T^^ t; 

(iii) fd'Hcp ^fRET ^ cTan ^ 

M\j?|cr>x:U| ^ *^cqc|7 H'jTlci^a ?!^ 3Tf^yHiRm ^'^Hl f cTSTT 

TR^TTcFR '-elM ^Vii; 

(^) "'dH+i'lqdi" ^ 3TRr^ "t RlPiq+i 1 ^ fcrRr-LjH ( 3 ) (cfj) 3faM (^) ^ 

an^ ^ ^ ^qmi ^ vdHHlqdi ctstt vriRld t th?^ afR ^T®H?fjT^; 

(m) srl^r^tcT t ^ an^^ ^ Rrf^ ^ i 

(3T) ^ t eTT?^ ^ ^ WN ^ idi^d TJcf^ 

cF^ 

; ^ I , 

{z) ''HT?#^' ^ aiMcT t ^ en^#H, arar^ 3 ?^, itf ctn 

arl^rf^, 1885 (1885 ^ 13) ^ £[M 4 3{m] cfPT?^ 3TfSff^, 

1933 (1933 ^ 17) ^ '3^siEfl' i) 31?fPT W 11 



[1FTIII—•sn»g4] 
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^ ___-^— 

(b) arMcr t wfT^^r f^i4>md'l' ^ PiMdn ^ 20 

f^f^rf^ itIMt 

(^) srilrcfjT^" ^ stMct t tcrf^m 1 ^ ( 3 ) ^ ^ (^) amgy 

^ (?l) 3TT^ cTT^ &qmi f^f^RFT 6 ^ 3?^ f^ckl 3T8T^ 3Ti^r%cT 
3?f^f^T^; 

(b) "^9Q\<^> f^cT^ ^ t ^ f^RIcT Mf^<t> 

^cqci> ^ arm ^ptctt ^ ft-^rr^ ^ ^.t; . 


(w) ''I^Plq*lT'' vJM>i'ic|Til ’d'<{au| ftra?TlRT f^T^Tcp^ |^Ri|H, 2007 

3Tt^t; 

(ct) ^ srf^r^tcr t fcrf^nwt ^ ^ 

(ar) jrep^ _ 

(i) ^ t cTRcp^ srs?^ «H5 [r tcfiiim?) ^TvMr ^ wpt ^ ■'h^ c^* 

irf^wr ^ ^PTT# ^ ^ 7T# 

(ii) ^ sTRRi t wr ^ ^BcTcff cfTTm ararar 

^-cfRm ^ ^H5tw, wt^ ^ cfRRT 3{aM ^-cfimT. 

c[icR ^ t, ^ uTt c^ ^ ^ 

'H®dPbi^6|>il* ^ f^ fr 31^ t; 

(iii) f^RT^ ^ TRljihl^qx: (^ WR cTaTT tfr^_t|^) ^ 

^c0><ui c^ q\3^1cltd 3fk 3TtolTte ^ t ^ 

WP^ WT eTF^ FPij; 
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(■^) ^ ^ MR’Hlftld ^ ^ cfSIT 

3TeSt^ epTTT? l^raPfTf cTSTT 3RI RPi^JH)' ^ qR'Hlf^ct ^ ^ ^ ?T«5it 
3T fi|c^f^4t ^ ^ 3T4 ufr TfSTlf^qf^. art^ff^RTH STSTcfT Pl^4) 3T8T^ aT^ 

f^rf^RTRt # RiPiffle tor 11 


aiwn4- II 

^ M^ f cnait ^ ^ wffgtTPsit ^ f^i^Rrat wj 

3. ^ ■?eTRHr: . (l) WT^FT 1 ^ ‘^-f^pRFI (3) ^ (5[>) aTai^T 

^ (^) ^ arr^ cn^ ^ y^Tcn, ^ fcrPRpit ^ ^ ^ crrfe ^ ^ 

^ 3T^^ vJM'HtWaff ^ f^TWFcff ^ Pi'<i«PX"l ^ f^ "^^tcT '^Ci" ^ 

^^«nw cf5^, cRTT ■^TOTF ^ ^fFff Rq’dl ^ 'ilxH 5'ficr> vsH+iYqtllvMl ^ 

^ ^!|erT 

^ iiF ^ n^aff {^m Pfft fcrPr^, ♦isi'i^R 
Pm r^P f ^ "R^flcT) ^RT ^HRcT ^^TWR, ‘'fTcTR afpf wlej'lPicp) 

PmPT), "5^) ^ 22 RlO«l'<. 2005 ^ ^ ^0 

16-6/2005-^^ftXRT-II .^ 31^^ ^ ai^qm W RcR tR ReflPm 
vjM ' H'lchil pRTcFm cT^ ^ fcfPmf ^ ^RTtm ^ spT '(6dl 

^ :q^ an^ PrPm 1 ^ ^-PrPm (3) ^ ^ (^) arsr^ ^ (^) ^r 
^ ^ Tmn, -Pr^ PrPmf ^ ^ tr^ cTt^ w 1 

^^Tcnsff ^ ^ncTE^FT ^ TfrsT—^fnsT ■mfRfdia# cpf f^Rmcft ^ PRram’ ^ 1^ 

^-SFPtcT ^>Hr: 

^ ^ f^Pm 1 ^ ^-PrPm (3) ^ ^ (^) aram ^ (^) an^ 

cfTdT ^ Pinf^Rsin M«?M ^fR 





t<wniii—^p»g4] 


: <)I4IINKU | . 
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^ ^ ^ ^ ^ ^ ^ 3Ttef ^ ■^, ’Err# % ^ -toff i> 

TT^ ^ 3J8T^ ^J®r3>~-TJ8T^, WlftcT <»>^MI; 


(^) ^ arsT^T 3l1^ cfT?^ # '^Iqiv, ^ STT# f^cr>eM aT^T^ 

ar^j^ s!^ ^ ^ arsM arf^ ^i# # ^fr*# ^crrs# ^ #r 

lja|gj_Tj8?^, ^iRcr I; 

(2) f^q H 1 ^ ^-f^rf^ (3) ^ ^ (^) arar^ ^ (^) # an# wr n?#g> 

(^) srq# ^ ^ET^snT # artoM ararcrr ^#TiifM ^ arsrnr 

t#^qn cp^Mi; 


(^) sm# ^ ^ ara^nr H'ldi^d #cftn#n 

%rff^ 3Tar^ arriffecr arsTErr wf#^ et?^ f^nrra# en^ ararnr n>#Ef^ 
fuF#, TTsnf^arl# ''^cq>—vl#ci i*^'<* aramr "^l#^ 'Fef" aramr "fcnen^ 

»F<r?" ararETT ^H'<" ^v?t mu'^^ii; 

cTTT^ ’TRcT ^ WT III, 4 # W]. 305-2/2005 (EPjarT^) ^ II ^ 

cmcT 8 ^eTT#. 2005 Ef# nE^rtticT ^Piiii«{l afrf nleii^cH ’^Enaff n# ^ett 

JJ,uNfTr 1#f#EFT. 2005 1#^ 1 EJcTT#, 2005 (2005 Ef>T II) cTaTT 1#^ 10 m^. 
2006 n# ^Q 304-6 / 2004-Ef^3Tl3?^ ^ cT?cT RhI' cb 6 aTEf^, 2006 ffr5#5 #En 
ET# tJTJTEItTT Wm, 2006 (2006 ^ II).. SM ^fM-WT ^R TjaTRRft^T, # 

Prf^ #fERT R'Wm wm^ (anf^ran^) ^ ^ t #t 

^ ^ncTf ^ ufrlJ^ld crajT anq^. (nfERT-^-^cfRRT) gr?T v 3 tR fr M ^ 

#t#f E^ "aq'ntcwi wtetett ^ t#rq yRlI^iri -^TEre# hh^'j^'I’ e^ ^nr 
j^u^tn 4trnrq5'f ept ar jmdH gl#REi?i vjtt ^ i 
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( 3 ) (?) * ^ ^ 

-OTfiwr iRim =1^ aisrai tcq^ W 3I8OT TR ^ ^ ^ 

^ ftp; ^ ^ imR 3i«raT 

^piR vj<‘jfJp ^ «ir?PT sisrar ^ =ift ?Rn i 

(4) ftPm 1 * (3) ^ ^ (^p) ^ sn^r wi 51^ 

^ 55mT OT^ ^ ^ ^ ^ fl^/3it^ '<im ^ 

TOiftra 

tri^znf^ f^Frfr WRfm mm ^i wiftiw mmwra if mrfmfSim ijert * wi 
3ft^ 4?itq^ t msm ^ ^ ^ 5^ SRT ^ ft^: ^ t, ftmm 
■^, ftOTtt 5I?iR5 dl^’M ^ra, fiR! ^ WiftcT ftP! m! t, ^ 
WT if ^ gffji ^ mmr airnm "wto iftm 

■t^ msR- « ^ mrfira mivt ^ 5^^^ 'Rmw mm=i m 'A 

^ ^• 

X^ cflTH ^ ^ ^ 

■;^ ^'' Qi\m\ " ^eMdT ^ ^ ^ 5 ^ ^ 

ttwt ^ afr^ f^; ^ ^ ^ int ^ ^ ^ ^ 

Tf TTSlBtmi^ ^ ^ ' 

4 . ^ SfRT f^l4>mcff ^ ^PTSH ^ 0 ) ^ ^ 

Tjq-f^ri^ (3) ^ ^ (^) 3T2M ^ ^ 3TT^ ^ 

^p;!^ cf^ f!f> v3^Wt^ ^ ^ ^ ^ ^ - 

(cfj) W? ^ ^ M6-qH 3TRfeT cR^ W ftTcpRcT ^ 

q'vjTlc^n 

trig 51® ft5 ftPraqf 5^ anw ^ 'ji ^ ^o 

303-6/aooe-nsf'^ 29 3Frm, 2006 c^ ^ s * (i) * 

firf^ wn, ^ TraPmff fcPj -swi m^sn 5 V 1111 
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^ ^ ^ ^ WIT, 

f$|tt> l' ’a ^ ^ ^ FT%I WT, wfOT ^ ^ 5 {j|tI^ ^ 5 ^; 

(F) ^ l^lchlif^T ^ ^ 1«fR ^ ^5^; 

(HT) wtaSTf - 

(i) 3TS^^ 31^ 3TaM 3T^ WF cl^TT 

(ii) f^lf^ 5 TT flrt^fl^ WI-#HT ^ 

teiracT tR gn Tit wM ^ ^ ^ ^ 

"Zfl^ vJM'Hicfvn 3 Tq^ Riq^iMn ^ PfqK''i ^ ^ t 3 TaTcrr ^ \ 3 ^T^ ski 

f^>ifT vjji^j^ri, eft wfratTT ^ ’ftF?T artoi^ ^ ezff^ Ojwt 

^cT l q^lH I cTSTT q^ ^^iflcT) '^jf^ I 

5 . q^ in^T wrtqmqilf ^ ftoRrat # f^RTq>^ i> f^ . 

(1) RP i qn 1 ^ ^-f^f^RFT (3)/^ ^ (q>) 3 T®T^ ^ (^) ^ ^ ^ 

qqRTT, ^PiqT^f afh? ^05^ qtqr^ ^eftq>H ^ ^rqr '’j'qq^ fcif^iqq, 2005 
■f^qrqj 1 \ 5 ^, 2005 (2005 w 11) c!«n q 5 t ^ fcil^riFf, 2006 

[^hi 47 6 3 iqg^, 2006 (2006 qq 11) ^ PiR^e wi-^?fWT 3 T«TqT 3 fcff^ q? eqrq 
fiPh 31 ^^ ^ P i Rte WT-^^tqT 3 ff 3 TSM 3 iqfW ^ FaiT, STarqr 

HlMciF f ^ wr viM' 4 lcWI 3 Tt ^ 3 T^#fli q>T PfqR^ 3 T 2 iqT Wl 5 t Picr>i^dt qq 

Pl>^ i q> ^ q>^ I 

(2) ^ qrq^ ^ - 

(q>) ^ swqr ^ if oqq^ 3T«iqT ^ ^ ^ WT ^ q^ 

3 TsrqT WT-^?tqT ^ Pif^ki q>t qf t, q^f sr^ ^ czjqmq 

3 TSiqr ^ ^ ^ ^T«if^ f^rqqqcff qq pRTcRq f^rqqqq ^ qqfTqi^ q>t 

?nte ^ ^ ^ ^ ^TTWI 
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^ Pl'<|cF»><u! ^ (clPt'ilHl STSTcn" STcpfcT 

vpn fcri^mf A ^ ;WT-#fTT ^ ^ 

,'- TFi TRfr [^I'cFFfTRf! f?1'-iicb>!U| f^|chisel H'JlIcnyui cf?f dl'^'Ia ^ 

f^TT ^^TPT^- 

iq) ' vf?I ^ ^ ^ 3Tf^rf^ ^ 3I£fR ^ 

fv^l^qrrr jm-qi ^ ^ ^ ^ ^ %q ^ 

^ ^ t, ^ ^ ^ ^ f^rf^ ■m^ ^ wftci^ ^ 

nnT/i^Trt C-’ I 


sTCJim in 

^rf^lcfrrf^ vJHHlckl! f^icr)i<id! ^ Pi'<!<?>'<“1 

,-3 %geT ^ . ^ ^ (3) ^ ^ 

(^) ^ Mr^<t) 'i.^qi wqidl ^ PrpRT’rf ^ nTW ^ 

^ ^ Tff? c^ %R ^ PPilHl' ^ ^ f^ ^3^ ;Tr^ cTT?#fT ^ 

^ grlto 3Tf^r^ %cf^ srarciT 

t 

tf^ ^ -fep f^Pl'LlH 1 ^-PrpRFT ( 3 ) # (^) 3T2T^ (^) aTT^ 

^ ^ f^JT^ ^ f^rPRFff ^ ^ ^ elT^ 1%^ 

1^ fsli^r^PTt ^ yrrluT^T ^ vi>(ici^ Md^0 clT^^#fT '^|c|l ^ "^^3# c^ 

^ 04-cHlRill 3T£TPT 3l1^cr)|pq'] cf^, 3TaM 

arPf^f^ ^ ^ ^ 3T2T^ 




sfK Pf’ PrPr^rfT 1 ^ ^-fciPiqn ( 3 ) ^ ^ (^) arsmr ^ (^) ^ 


3,^ ^ ^ ^ ^ cTT^ ^ ^ ^ ^ ^ CRCTT t, 

^ ^ ^ ^ W ^ t^, wi. 3TST^ arte 

a^l^r^rft, ^3ft c^ ^ ^ 3T8?^ Ijqcp-TJSTP?, Pi^<w 3TaM 

Tpft%T 




[MFTllI— 




II 


( 2 ) 1 ^ ( 3 ) ^ (^) srspiT ^ (^) ^ 3TT^ WT 

^ TT^ ^ 

(cf>) fl^ /3t^ ^ Wch-rflTcT ^ HSTT aH ^ ^ ^■'^kTT 

^ t, ^ LiR^lf^d ^i'(dl4 '‘TM ^ ^ 

^H l 4vJlPlcb ^ ^»nWT ^ ^ te?f^ 1%c^, ^ ^ ^ 

uTT^ f, TTTCqR vj 1M4)|^ fuTH^ yc4^ ^ ^ f^T^ f^ 

srf^TcfjT^ P i ^cM 3Ts^^ arPrflcT f. srPr^nft ^ "^tr, w s“<? 

WT, ■'INr R^sJTT cfan ^ 3T^) Rl^TR 

<^!j | |^| | cTSTT M^-qld efR? ^ ^ cF7 WR ^ 

'H!4\T|Pi^ 'JJtRT 4''II: 

•q^ IT? 4l>gd 3ri^fc|^ ^ ^ '^T^ '^r! cf^T 

qrq^, ^ ■'#^ 'd'<i'A cFR^ ^ 3pq Rl^RTT ^ 

Tm^ ^i4v^P i cb nan M, nf^ ^ n^mr ^ f4^ '-^41, 

ifRT 'ijf^n n?r vTH'^^ri, ^ fcrPnnft ^ qff rI t; 

{ 13 ) cb i q t ^ , .n>TH '3M-Hlcitiy ^ nan t^inn 

qn^, 46ixH i ^e nan nt^ arf^rnn^t nn sr^Mt arf^rcpn^ ^ nnntcm ^ n?^ vRT 
c^ Rii'iH4> fcTn 'll'Sci 3TPl0i'^ Pl^<+d STS^qr 3d^f^ nn 4l'3d 

^ nm, n^ sik Mfn^ n^, n^, rr? nan nn^ 

Rnn> nR^ ^ ^nn Riernt ^ nn^ ci^ i 

( 3 ) fcfPmn 1 ^ ^-PiPinH { 3 ) ^ ^ (n^) s^arqj ^ (^) ^ 3n^ nien nc^ 
^ nmnT ^-fcrf^ran (;!) ^ sm^f^ nan ^ M ^ 1^, ^ snnnJT^ 

qnn, srf^chiRni’ qTt nn^ 3TPT%n nj^n 
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|cRTT-3lf ^ ^ Pl'^rcbx!U| ^ ^ ^ ^ 

w<^ cRH ^ dqcT^er ^ ^ I 

7. arf^cblR^lf IfNT viM‘Hl<WI f^TWmf m . ^ ^ 

vJM ' H^chH T ^ ir?T ^ ^ V3^ Rr^PTcT f^lWPT ^ ^ t, eft ^ 

wta, fei%d ^ ^ iHRr, arqm tefr^ stajeu M mm m teFicff ^ 

STReH^ cR% ^ TnEJTTT STSTcIT eT^ #IT IM aTapTT 3p?I 

fmm OT 3lk 1%^ 3 P?t tppt irt sjiHt Richmci ^ Rrrrr ^ 

q^ TIF f% wftw, snq^Rqq? Re?f^ ^f. ^ WM m qa?qcT: 

^ ^ "ffqqi qR ciaTT ^ffecT 3Ttol^ Rlcbl^d cPT %iqRR cP^I 

8. aTf^cbiRiil' ^ vjm’h1<wi5h 1[ q>t Ri4>iqci1[ ^ f^rqcpT:.. qt^ 

srf^rqq^, - 

(q?) 'iHi4'jtPi4i cRq ^ottqftq 1^, ferf^ e ^ ( 2 ) ^ 

(q?) ^ Rif^ fcf>^ mn t, vJMd^ qRiq qeff q^ wftqerrqff ^ ^[erq 

{^) vSM'q'lcWiaft SRT qRT^ M Rrq>iqcT qft qqf 

(q") toqqn qrqr ^ q5t ente ^ c?tq ^ ^ftcR ^fqf^ OTfra q^ 1Mq 
RrqqqeT WIT q?^; 

(tt) ftrqqqcT ^ ararqr q^ Rpjtqf ^ ejH^Kirncp ^i<j qr?^ ^ 

cRqqR qrq wftqdT qft RPl^H 9 ^ WT-'?ftqT ^ ^ ^ WIRlcW 

wq qia?^ qq Rfufqf ^ ^ I 






[Mmil!—■g^4] 


«iRri ^ TTSfqii: ararair'T 
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9. arf^r^rft ^ ^ ^rrp^ ^ . 

1^f^m 8 ^ (?!) ^ 3Rrfcr flrwicT ^ ^ ^ ^ ^fr?R 

vjM ' ^W ^ f^IcbWd'l' ^ ^15^: 

^ ^ srsTcTT ^ arqcTT ^ ^ ^ Treto 1 %wmt 

^ P^xilcfi R^ fcrf^RFf 8 ^ ^ (w) ^ I^RjFIcff ^ ^ ^ c?f^ 

to ^ 3to ton w?nT i 

aiEzjra IV 

viM ’ *ito i ^ P i y i^ u r ^ to ^ ^ ar^tcft ^ arto 

10. apMr ^ wht: .(i) tom i ^ Njn-tom (3) ^ ^ (^) 

aramr ^ (^) ^ an^ ^nefi nto ^ ^ totof ^ ^ ^ ^ 

to niF ^ to? tom 11 ^ ^-tom (1) ^ artor ^ atot ^ 
>^dcii^ afR tom # to c?to^ to ^ ^ ^ 

torto P!^ 4 d ton: 

nF 1% nRcT toR tom to ^jto ('^^?toR tom) 

cTtoto to (ton? to?T ^) ^ torn? 22 to^- 2005 ^ n 5 r 
16-6/2005-ton-ll ^ ar^tof ^ ar^^ tofr ^ toft ^^nftoft mtoR^ to 
toftcT to wttoT itom toto to ftomt c^ ^ to artot 

urtoRq c^ ^ ^ to toft: 

tog nn afR fft? tom 1 ^ mr-tom (3) ^ ?to (n?) afarnr (to ft 
3to niHT tom? tor wm, toft tomt ^ mto ^ ^ nnmcT Hi^to imm 
tom w t, tonaft to nmm to mer-mrar arto itom? di^ft>H tom ton? ft, ^ 
toftmft to totoftt to ton nrn arsTm a?to atoft mtorto togmr ntorr: 




14 


THE GAZETTE OF INDIA: EXTRAORDINARY 


[Part III— Sec. 4] 


^ ^ 1 (s) ^ (^) ^ (^) 3n^ 

cfTcTr ^ Mqmi, ^ Tf fctf^Fl #rn? WTT t, 

3Tq^ RcpcH m, ^ ^ ^ ^ ^sfr ^ site 

^ ^ "^3# ^ 1^ ^ aisT^ f^tw cf>^; 

^ % 4fr % fcrf^Rm 1 ^ (3) ^ ^ (;!l) ^ 3TT^ cn^ ^ 

^ TTcf> ^ ^ ^ ^ ^ ^ ^ aft^ 

f^R# ITRT arfte eTT?^ ^ fcrf^R^ ^ Uil'IvjjH c^ ttr^T ^ 

WT 3T2TcfT ^fTTHT ^ 3TSM 3^ apMf ^ I 

(2) ^-l^f^RFT (1) ^ f^PlRtci ^ TT^, aiTMt ^ 

Pl'^Rn ^ ciccpici Tr^rTTcf— 

(^) ttm ^ Wchlf^ld ^ cTSTT ^ ^ ^ ^ 

m ^ t, Tt qRrjif^ci ’TNT ^ itjwRici tt hnkmoi ^r 

TTi^Nf^ c^ -mm ^ cTsrr <^c4l45lH fti^, tff^ zr ^ ir^ 

f, ^ -mm -^ vjlMchl^) fuTTT^ 3TtM ^ W cTSTT ^cfNTt’T 

w. ^#£FTT mm. afk arMt ^ Trter^ ^ ^ 

ar^i wpTf ^ cTSTT a^^tcT ^ ^ ntto, ctstt 

^ TTI^STf^ ^ ^ ^ iTTT? ^rff^ ^ cfjTT ^ •^; 

(TsT) aN^ yc^<r5 '^TOfcT^, vjH*i'lcrai ^ cT^tt f^jr>^ 

■eNttt^, ’ter aTf§rsFjr$t afh? aiTMr arf^N?^ ^ ^ arfr^ uif^^l 

m. ^a^TfTT w aik tcfN^ w, sfh? arxMr uite'Tui 

^ TTf^NTcm TFfq^ ^ aT’^ TTT^ NTt W T3:TT en^#H ^ 

fuRT^ ^ ar^Stcft Pi^cw w t, ^ wr ^ a^^^cT ^ 

^ yc^Rfd Prtt wt’tti 




[MPT HI—^5P^4] ___ - 

11. -gtroto R l ^UR Tf ^ 1?RT^ ^ ^ TOcTT ^ 3nfr^ ^ 

3 pf|;gf:. (1)171^ < 3 M'h 1 c|t 11 '^fl^ 3 #^^ IM ^ 

^ t 3 T 27 ^ f^l4>|i4d ^ ^ ^ fcff^WfT 9 ^ 

3^^ f^l4^ RcT ^ Pm^f^ ^ 10 ^ ^-RlPi<W (1) ^ 

^ 3 T^ ^ SPMr Mll^cbl^ ^ tTRT 3 T^ ^ I 

(2) ^-f^rf^ (1) ^ ^ 3 T« mter^ ^ 

■c^ W 2 T ^dM Wt ^ mRi^I ^ ^ wfTtr^ 1 

( 3 ) ( 1 ) ^ 31^ ^ ^ PPm 9 ^ f^lf^ ^'-#'71 

^ ^ cft^ W-^ 

t(^ Z|^ 1 % snM ^ ^ w 3 T^ ^ ^ 

flrf^ 9 ^ 1^lf^ 3P^t^ ^ ^ ^ 

^ ^ ^ t ^ 3ra1^ ^ ^ srtfTd ^ ^ ^ ^ 

Ri^hpt f I 

“ (4) 10 ^ (1) yc^ ^ y^mr ^jy^rtym y^r 

;3TT -f^piy TT (2) ^f f^if^ mA ^^yd^T y^wrr, - 

(y>) 'SR^iyj cbNldy y^ nsTT fc|y5^ y^, w sfty arMt 

srfSryy^ wc^ch yjryfdy y?; 


(^) viM'HlcKITSff INT 'SlvJ'lcll'^ %y ^71% ^ cfy^TT^ y^ I 


12. \}M'Hl<ki[ 3 it y^ f$i«biydT yy y^ ^ yrfe^yyr y>t 

^•^xidi :. M i R i y>y ^ ^ sTSTyr 3 t1^ P^o^ y^, ^ 

ifm 3iyenf^ sfty Pi^cw yny i 
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13. ^ ^ ■^JtERT: . 10 ^ (l) 

l^if^ #rT mterfr ^ ^ cnit^ ^ ^ffcR 

Mll^cfjxjui ^ Pi^RKI ^ |clo|i< ^ 'tjpld c|7^J||: 

^ ^ 3TTfr^ mPicbi'Ji ^ ^ ^ o!7f^ srarcTT ^ ^ 

Prgf^ ^ ^ 3TFr ^ TTFT ^fTc^ ^ ^ ^ 3mf^. ^ ^ 

WT ^ RtPrf^ ^ ^ ^ cf>^ I 

14. hiR^Ri<p: . fcfpnw 10 ^ ^-fcfpRFT (l) ^ 3TcT^ 3r4t^ M|f£lcf>|'^ ^ 

^ ^ P^cKi o^Rki srar^ afk 3 p^ ^ ■^crr ti^tcTT gM 

3Tclt]Tf^ sfR cT^ 1%TT 

15. 3nft^ Hift|q>'<u| ^ ■^rfxraTcRT:. (l) l^PiilH 10 ^ (l) ^ 

fcTPrf^ ^ arPrc^rlM ^ ^ ^ 

c5T 'dFqq Pl^cixi 3T2TWT GTPrf^ | 

( 2 ) ^-PrPm ( 1 ) ^ fcfPrf^ ^ ^T^mr spMr mf&rcmft ^ ^ IcrPn^ff ^ 
^ 3 ^ cfJrfczff c5T P4^H ^ TT^ 'HPlcjlcHil ^STT 

3ik ^ReRET I 

16. aritcfr Tnteifr itnt anflcf ^ Pm^R:.( 1 ) RiP^ih 10 ^ { 1 ) 

Tf RiPf^ TRTcTT, spMr Tnter^ ^ spfr^ ^ ^ ( 2 ) 

^ (13) ^ ^3Wff ^ ^ fcR TTg1% i^cbxhMdl W^ 

^ 3T^an i 

( 2 ) snM mf^ranfr ^ - 

('^) 3nlt^ PTRT ^ TT?^ 3rt1^ ^ dd?)lc1 cfj^ 3T4tcT yrf^ ^ 
cftH ^ ’fteR SltTldcbdl ^ ^TvjRT ^ ^ ^ spfl^ ^ ?fRfc5 

^^rkr TO 







[Hiniii—Tgr»g4] 
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(esr) snffcT w ^ ^ cif^ ^ w ^ ^ ^ ^ 

^ ^fTert^ ^R[TcTT ^ 3Ttf^. 1 

( 3 ) ^ p^mr 'OT-fcrf^RR ( 2 ) ^ ^ ^ 3 t^ 3T^f^ ^ M ^ Tirf^ 

^ ^ f^Rgci ^ ^ vj'ticbl cf5^ I 

, -faf^ ( 2 ) ^ ^ ^ ^ ( 3 ) ^ 

(4) -qf^ ^"T^' ^ ^ ... . 

. ^ ^ -ifrcR 3P7^ '3iTN M’Wa 0'<^ ^ 3l'M4)^ >56C1I 5, eft 3Pftcft TTlI^l^jT^ 

r. ^ ^ ^ 3TFt Tim ^^1 

( 5 ) 3 TT 5 t 5 fr ( 2 ) ^ ^ (w) ^ f^Pil^ %eit ^ 

^ _j. . ^ cJ>WI^vj 1 3?a7^ 3l1^r^ ^ tTFT ^ ^ 3T^ ^|?r 

^ ^ ^ 1^ Mi>HTh^ 3ik 3iici^ii’4? ^ I 

^ 3fK i^prer^ ^ 

, ( 2 ) ^ ^ N) f^Pif^^ ^ yc^mi ^ 3iHlcicnal snM 

(6) V / \ / 

^ ^ ( 5 ) ^ 3T?Jt^ TTPfr 7 t| ^ q'wni^ ^mi 

EfNT . 

vjq^ 

. -jfr ^ ^ ^ ^5T w vjIHcbl'^, 

^ ^f 3T^f!tfj^ t, efr 3T« yri^i^, ^ ^ 

3Tf^l^ SRg^ ‘ ^ ....... 

^ ^ -WT <a15r^ t aft? ^ ^ ^ ^ t, Tf 

% m ^ ^ ^ _ 

ora5<f cfj^ ^ «rK anJtcT ^ ^ w *j,^nM,“i ^ an^^R ^ 

^fTFnfr ^ 

^ apftcT ^ ^ I 

(7) ;^qYen Snl^^' (3) ^ TJM ^ ^ ^ 

. .... ^ c^ afcpfcT 3 JRT vjiMchi^, aiar^ a?f^i^ ^ arrar? ?mt 

^ ^-TetfW 

. ^ TiTl^r^ arra^ ^ ^ ct^ ^ ^ ^ m 

1 ^ ■aTTEf, '3nT^ _ ^ 

_ rr^ ^ ^TTEiTcT feff^ ^ an^ tn%T ^5^ anft^ ^ hmch 
amf? ^ ^ 
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(8) wfWT ^ ^ ^ wfciRfSr^ m cfr 

^ ^ ^ ^ Wllt^cl^d ^ sraM ^ 

^ ^ ^ ^ PiMen ^ cp^ ^ 3[w ypipri^ 

^ >H4^J|| I 

( 9 ) ( 2 ) ^ ^ ^ Pif^te ^ ifRMr ^ ^ 

T^ 3T9T^T 3Tf^r^ 3Tf^cp|Rt|'] 3T9^^ <?>4 'c||R’M 1I ^ TTfl^R^ ^ '«cr>Hi: 

tr^ 71? iff^ ^ -^Hdi^ c^ cTTfRi ^ 3?^^ yif^T^ ^ 

^ar vjqftsM ^ if 3 rttt 4 t, ^ 3?tM wrsff^ ^\h\i ^ 

?Ta?T 3T^ tr? ^ artTR ^ ^ 'Hcfidi i 

(10) 3r1t^ nrter^ 3?ftH ^ ^ ?Tr^ ^ cft^ ^ %r ijcim? sr^ftcr 

^ CT8TT ( 7 ) ^ ^Eft ^ 3Ty^ 3n^ ^n% ep^ j 

( 11 ) 3rM srrf^rw^ ^ an^ ^ cmr '^TerfE^? ^ cf^ arr^ 

tnf^ ^ ^ ^HTcT ^ ^>flcR (^Ry(^ ^ if fM I 

( 12 ) ( 2 ) ^ ^ if ^ ^-IcrRm (ii) ^ 

an^ ^ mRr ^ cTifR^ ^ f^ ^ ^^tcR ar^Mr mter^ i> air^ w 
aryqTcH ^ 5 ^ cmt artff^ ^rrtor^ ^ ai^mdH ^ dc4>id ^1 

( 13 ) apMr irrf^fw^ Ebi4di^ ^ ^ ar^i^ 7 ^ cfRpr i^aff ^ arFRfr wrf^ 

^ 1%^ aHt^ ^ ^ ^ W Snfr^ cf^ iTarf ^ qK^f-^Rcp >H^Hfr l ^ 

f^ft% ^TFIT wTTW I 

17. uRi^<h wft ai^eTR:.. ( 1 ) f^i^H 10 ^ ( 1 ) if RR i f^t^e ^ 

^ ^Rri^ETcT Efj^ 1^ arlt^ ii ^ ^- R i P i ^h (i) ^ 



[^Hl—^rjg4] 


^ : arowrc'ir 


19 


3r?r»f?T ^ ^ M 3Ttfr^ ^ ^ ^ ^ t^rW ^ t ^ 

(2) ^ (5) ^ 3fclf^ ^3wjt ^ t! 

(2) TTc^r^ 3PMr yil^chi^ ^ ^ 15 3?^^ ^ 15 3T^ 

3T^ 3iq{t|ql’ IR, 'Jillcf? yiftjcr^jui '^fRRT ^ yi(t|cr?>(u| ^ 

yf^^qH y>t^cl 4)^Mi f^RT^ Pi*^ ^ 'dc^'a 6^11— 

(^) 3nff^ ^ ^mT; 

(^) c^ SnJtcTf ^ 

(^) PiMei# ^ srffcff ^ W7T; 3fk 

(tf) ^ 3?RT fcfw^, ^ yiPicb'^ui ^ 3TPrPr2w ^ 3 t#^ s{^^ c^^ff ^ P4 ^h 
^ ^ 3I|C|!J^ ^1 

(3) ^-fcTpRR (2) ^ ^ (^) ^ ^ c^ Tlf yfa^q'i ^ 

w, fuRT^ ■^-f^PRR (2) ^ aT«M ^ ^ ^ ijrPraT^ ^ yfcr^ 

1^ TifFTT ar^ilfcT t, ^ c!c^PT^ ^ ^ W W ^ #TT i 

(4) mP l ct?>!O T, viM'H')cWI3Tt ^ fIcT ^ ^ 3Rfte (2) ^ 3T^ 

^ y^ yfcT^ yR w 3Ty^ ^ 

(5) (2) ^ f^Pil^ki yfcf^ ^ W yf^ spited yrPryR^ ^ 

cHi^>^'^ ^ ^ yymr y^ y?r yny^ i 
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18. ^ .(i) io ^ ^-fcrf^RPT (i) ^ fcrf^rf^ ^ 

^ 1% snMr ^ ^ t, 

^ ’flcN' cff«t?T ^ f^cRTTf cISfT fclPl^JH 16 ^ 

(10) f¥^ WI-#RT ^ ^ cff^ 3f^, zrf^ ^ t, 

^ fcfcp?^ tl 

(2) ^ snMr wil^chi>Ji 3itpfr ^ ^ (i) 

^ c^ ^rfrcft ^ 3jk yciRlci ^ wt ^ t, 

^ f^PiiiH 1 ^ ^srqfcrf^RR (3) ^ #5 (ce) arsTm ^ (?3’) ^ sir^ wt ^ 

WT-^fmr ^ i^tcR crfefrr snSt#, ^ cf?r i^erf^ gfk f^cRur ci^it 
16 i> (io) ^ wi-^ ^ ^ cff^ 

3pM, ^ ^ ^ f^srf^ 3fk fcf^ 3Txpfr ^6i>Hi^e m ^ ^ ^eetcrcit 

\ 

aiizim V 

wteiT ftra>r£Rff ^ ^ ^ trtcit ^ uiRjcU'iui Pif^M 

19. into^ ^ ^ TT?nTT3ff ^ f¥^ f^l<t>N^:. (i) 

fcrf^RiTW 3 ?trf^, 1997 (1997 w 24) ^ ^ ezih 

^ f^PlilH 1 ^ ^-Rp|ij +1 (3) ^ ^ (^) S\m\ ^ ^ 3 TT^ ^ 

;R[l?fT3ft ^ f^TWTrff ^ ^ ^ t - 

(^) ^31# 3T#T ^RP? Rq M^RFTf 3f9RT ^ 3!sfR 

f^r^ araRT ^ 3TT^ ^ vicT-iyH ^ ^ -^Rf^ f; 

(?^) wfRmart ^ W t^RjR^ f rT ^tpttr ^ t; 





[<F!1I1—^g^4] 


wni; araraiT"! 
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(^) ^ f, 3n^ mFiT w t ^ im amrf 

^ witoait ^ flcT iriri^ snrr^ 

(2) f^P l ^H 1 (3) ^ ^ (^) 3 I«M ^ an^ ^TelT TKim 

(1) c^ 3Tsf(Tf ^ ^ ^ Pichmci'T ^ ^ ^ 

^ ^ cTcTm% ^ IJ^TRT ^ «lRit?>'(»l 6iM Pl<T>i<ldt ^ Pff^ 

^ ^ ?TTte ^ ^ W ^ ’ItcR ^ f^IWRTf ^ ^e^TTEIH 3TSM 

(3) (2) ^ Prf^ ^ Ti^ (1) ^ si^ ^ 

Prf^ ^ ^ ^ Trg? ?ttF ^ ^ teracff ^ ^RTEIH STS?^ pRT^J^ 

^ ^ ^ ^?PrPJcT ajt? Uli^lch'iui ^ ^5j%TcT I 

( 4 ) fcfpRFT ( 2 ) ^ 3T^ W^ PRjFJcjt ^ ^jfpf c!5TT ’JFT cpK'^i'l ^ 

^ y<im iNT 3iwf ^ stsm ^rcfrapr ^ ststctt vj'hcp) 3 ^r ^ 

WTP^ 3I«im yuMcfl^ld 3IM^Ik1cn R'dl^ t. eft y^TcTT ^ 'tiHR 
^ ^ wfl^RTTaff ^ WT ^ viMxlKleHcb W^T ^ ^ W WlM 
4 >Pi 41' ^ SlM^Ikldl ^ ^ IT^TrlT 'S\^ f^ ^ viH^^Kiciq? 'dMl4l 

^ ifp ^ ^ -f^P n w (1) 3j^ ^ PraJFRT ^ Prf^ f%i? ^ ^ ^ w ^ 

^-PrpRR (3) ^ 3?^rt$rcT vjIHchl'Jl ^ ^TT8T HlPi^px'^i ^ ^pRT I 

y 

3 i«z?ra VI 

wftw f^ 3ik ftra>racff ^ PraR^ ^ 1^ Pi<i*iiq^ 

20. ^dM ’ Hleki l R | »fr}j4^ ^ P i qe i H ^ yf^. Ppmra^:. (1) f^P'4+1 1 ^ 

(3) ^ (gj) sfqcTT ^ (^) ^ 3RPf^ 3n^ yTeTT VR^ ^ y^ 
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RwnoI ^ Pn^CM PlilHNcf)" HchlPlcI cfJ^’TI fuRpi 

fpRTT^ ^1, 'cTaTr FTSlte ‘^TiiPfcT 

vjiMcfji'^ sfdf^fcc iPft, ararfcT:— 

(^) ^ 31^]^ ^ ^ ^; 

(w) ^ gRT ^ uTT ^ ^ PfefER sfhf ^■ 

(^) cmd '^C'< 3T«?^ i^eH C1(5>1 3TaTciT ^M'h'IcWI STaicrT 

^ 3iter$t w tr^ rfSTT ^Tl^gcT artorfr sik 3pft# 

5nPR5T^ ^ ■?=F?r?, 3fh? w; 

(TT) ■qj^Tf ^ ■^^STPffcRUT 3f^? afcRUT, viMW'jl ^ yicjtlH cTaTT viM’^VcMI tTp^T? 

05) vJMd&iai cTSTT 't](r4,d'< Hleii^cl ^ f^ cCfif^ ^ eH^. Tji 

vj1H4>I^; 


(^) Piq^l-^a PqKW| cTJT (f^THTf Picniqa Pci^ui q^§i% cTS^i cf^ ^#5^, 

3TteT^ gHT PlcpNal ^ pRm^ c^ ^s;[T SU^, yiPlchl-^ ^ 

3TxfteT cf^ '^TTR cfj^ afh? ^chl f^ciH ^ ^ | |[^d ^); 

(w) Pmrfm^ ^ (fPirn^ ^ (crtr ctt^) ^hwPict), %rT ’j,uici-di 

^r^FIT^ ^ W 3TcTPff^ ft, fcT^ w\ ^ rp? ^rarnffffte ^p|ij|c{] 3fk 

^fc^oR *l)^l5d ^<?fl451-1 ^ ^ ^ icri^m, 2005 (2005 ^ 11) ^ f^PliJH 


[HFTlll—'5Rg43 
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4 # (i) ^ ^PiiiicJ3 (crrcR^nf^) ^ Pr*^!f^f%cT «NFn^ 

•gtpi^sff ^ ^ ^ ^ 

(cf>) fm ^ tf^sftcRTJT ^ tcff^ ^ TJTcF^IH ^ ^Terf^ ?P^ 1 

SpcPlT^; 

{^) 3rFTT^ cbl4Rc|'H cT^ ^ ^ETR ^ ^ 3 ^ >3^5^ 

(^r) WTRRRT ^ ^ 8 ^ 4xjHI^; 

(et) W^ i{ ^ 8 ^ ^Fg^ 4^RT^; ’ 

(^) # ^REfKT vjRRTttr ^ ’TM 'tFFT ^ ^ 

10 ^ /?Fg^ 

(^) Pl^4lcic^ ^ SI^erET {gp|ijl4) (cHTR^) craTT 'tl«?^eR ^ ^ 

xH's r to ) IvRT^, ^ ^r^Frraj ^ we sraf^rifw 1^ ^ ^ tr 

iTSTRRTtte gPl^lcT l sfR %55^ 4l<sil$d ^ ^ ^ TjoicrcTT f^Pl^H, 2005 

(2005 11) ^ RPliJH 4 ^ ^ (ii) ^f l^lf^ ^ (qN'^^'H) #? 

TftiTf^ ^c^cf)V T ^ ^ PlHf^f^d ^clWt OTTtWart ^ 2iaTT?n^ 

^ ^ 'SWT WJ v3o^'!sl 3T2?f?t:- 

(•^) ^ ^fTW ^ %R ^ d^lj ^ ^ ^ 

pFT F (ii) ^ #ERFf>; 
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(^) f^iwrdt ^ cfT^ ^ cf^ epT ^Tcmi/^5wit 

^ ^ Tfiff^TcT ^ -JT (iii) ^ ;fF 5^ imW; 

(it) ^ ^3# ^ fvRT^ ^ JJ,ui,c|Tli #cRT^ ^ 

nrs 3idPi(^fi Mist ^ ^ jfrslte ^ ^ ^ 

■ywm f^m, 2006 (2006 ^ ii) ^ fcf^m 3 ^ Pif^ ^ ^ 

Pinf^Rad (i^R^ wrtMrsrt i> -qqrcTPj^ ^ ^rpff^ ^3^ ?TTte 

^) ^ srarfcT:- 

(^) im TTREIFT/f^illJillcTcll Tm ^ pFT (i) ^ #ERT^; 

(^) ^ ■g£TR/'g^:^I?Tcft ^ ?FR TFT. (ii) ^ t£FIFF>; 

(tt) PltJ^KH ^ pfR 'H. (iii) iNRR>; 

(^T) pffet^ (^gRR^) ^ ?Ff (v) (^) ^ 

#ER1^: 

^ TRlcTT ^ (tf), (^) 3fNF (?T) ^ i^Pil^ 31^ ^ 

^fcTR ^ ^ ^RTR ^ ^ ^ ^ 11 

(3t) im ^ arsTcTT flr^ ^ wffwr w 

(■e) ^ ^ ^ ^ ^ ^ ^ y^imPicp ^ ^ ^ 

^STcTT 3RISTT; 

(3) ^ fcrf^mqf ^ ^3w, Mq WT % wframsff i> srf^rqq^ ^ 





[MRlIl—^P»g 4 ] 


11 TOT ^ wra : aroWR®! 
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(5) ^ ^ ^ TTW i> afr? 

(5) 3pq ^ wrmtTT 3 Tt ^ 3 ?tcRp ^ ^ ^ 11 

■ #*. 

(2) Pl^*iNc^ 3 r^ W ^ 3 ft^ ^ ?TaTr ^ ^ ^ 

vjM ' HW ^ ^Teg^ ^Tt^n^cT ^ ^ ^ 

^ W ^ t, ^fT%T?! 

(3) ^ -f^p | jH (1) ^ f^P l f^ im PRTHT ^ ^ fe. 

^tnfrarTT ^ ^ 3 d?m>T^, 3 i« ^ ^ 

f^gm 3 ik mm\ ^ ^ ^ ^ 

1^ ^ qqim etm ^3q^ imr qnq I 

(4) p i ^jHNc^ ^ qg? yf^ s^argr wm (f^ w^ ^ f^^rwi 

aiciPifgd ^ ^ ^ 3&? fT^, g^ sri^rgn^ ^ a^nM 

^ ^ l^g^^, f^ig>iq gff ^ ^ ^ wr-^ ^. 

31^^ ^ 1^rf^ wi-^) ^ ST^ ^ ^ ^ ^ 

ai^i^ i R cn ^ WT yc^tgj wffg^ g^ vjm^ 'Jtptt ’grflq 1 ; 

(5) ^ ygrar im ^3^ yf^ ^ ^ ^r ^Rif&RT Pi^iHigc^t g?r qg? y^ 

^ I^P i qnl c^ yrw "^jT aixi^ w ^ ’^tcR yif^ig?^ ^ ^ 

yTpft xfit^: 

Tr?g ^ 1 ^ ( 3 ) ^ ^ W ^sT^rgr ^ W ^ 

3n^ gr^ ^ ygrar. f^ ^ ^ yi^ ^ ^ ctt?^ y^ 
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TfifT VI<H ^ ’^tcR yfd" ^ '^‘^1 

^ Ti^ i?1% cf>^ I 

21. ^ ^ ^ ^w:... (l) 

1 ^ ^- f^p i ^ rq (3) ^ ^ (^) 3TST£[T ^ ^ 3TT^ WT ^ 

Vi^ Ml ^ 31^^ nRT ^ *il«ll5cH 

fct^ w t, ^ vjm'h'Ici^ cf^ ■^rgte ^ 

vjjHch i ^ cf?r sn# ■^3fr, ^ 

^RT^ cTSir ^3^ IcRfm ^ ^R5T-W2T ^ ^ ^ 

^ fcfcRTJT C^^ll-MI TjZfT I 

(2) ;3i[-P|PtijH (1) A fcrf^rf^ wc^cp TRTcTT 'cJcrel RlPl'M+l ^ 

vjM ' Fllcl^ ^ 3T^#T ^ ^ ^ ^ ^ ■'5^^ W 

TT^ cTT^ ^ 3Rflr ^ ^-f^PlJR (1) if RPRjT^ ^3^eRT 

^RTWl; 

( 3 ) ^ MwA ^ ^ 1^, ^ t ^ 3J2RT 

M-ciKH 3[ST^ ^-f^f^RR (1) Pf f^lPlf^ki WIKl cf>?^ ^ ^RTR 

IRTtTT ^ ^ viM'^'lcWl ?T?T <^^*ld 3ISRT ^ 3TSRT ^ ^RTcTT 

^ ^ f^RSR ^ ^Ttrf ^ cj?RcT 3TaRT ’ff ^ ^ 

3Tto ^ 11 


SIEETFI-VII 

22. ^ A ^ IfRT vJM'Hl<tfTT l^l^FTcT Piqi'(«l ^:........ fcfl^RR 

1 C^ vR-fcrf^RR ( 3 ) (^) 3T8Rr (^) ^ 3TT^ ’^cll Mc;|ai, 




[MPT Ill—43 


M)T TI^PTsI: 3TOIMITW 
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c35TT'tyH^ ^ ^ t Siar^ vjh+iW Ricpmd Pl^K'^l 

?f5f ^ ^RTFT^ ^ 1^ 3Tf?rf^m ^ ^ ^ 1^ "fF? t 3TSFfT 

fuFT^ \3M’Hlck1l ^ f^lcblildll' ^ PlMK^^i ^ ^ ^ ^fSTTW 

■^tWl ^ (^'^'H-cIN t^ffTPr) ^ ^) 

-,0-6/2005-^^-11 22 f^TcFSR, 2005 1 ^ ^ wta^Tf 

^ (^[ch i ^^ ^ Pici i F ^ ^ 1^ ^3tr3^ 'SM’Hickii f^icbi^ci ?ra ^ferrf^ i 

23. P ffigm 3fk . (l)'f^rf^ 1 ^ ^-RPlW (3) ^ ^ (^) 3TaTcfT 

^ {^) ^ sn^ 3M 3TlWfM ^ 

3Fft^ s[M f^lcbl^ ^ PlMciM ^ ^ F^TT ^fT^t ^ 

^5^1 

(2) ^ ^ 3Tm?W W^. 'cTSTT ^ f^T^FFTf ^ ^ ST^mcPT 

^p i f^rid ^ ^ f^, 3[T^ ^ fc^rf^ WT A a^r^nM arsr^ A 

^ ^ 3T27^ Ulf^ch>!'JT .IM Pl^cM ^ FT^FT '^- 

(cf>) ■=#5^ arf^r^ ^ wif^ 3i^ srMr 

^ (i) ^ 3{?fR ^ ^ arf^r^ ^ ^ 


(W) ^ -RPI '^FT (i) ^ ^ ariT^eR^ ^ ci<siiH'51aTT cRciT '<^i>*\\ I 

(3) (2) A f^Pif^fee srf^ aisM x^ ^ ad^ ^zd^, 

f^«FT aiqcTT c^^ i M ^ g rr ^ ‘^rdcr A iJiteRiTT ^ i 

(4) nif^ch'<t’ZT, cfjxHi vjl^a ti+i^, ■^—f^f^RFT (1) ^ ai^t^ IcjPif^cc 'Aqi 

^ ^-fttf^ ( 1 ) ^ a[EfRT ^ arl^^r^ ^ ifm ^tPif^^ 
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^ HWT ^ ^ ^ ^ ^ 

■^1^ SJcjIcTTSrf £(T^ f^TTT vjiHsj^n | . 

24. grto ^ ^ 3r=?i I^IW ^ cfi^. ^ RlPi<i4l‘ ^ cTc^to ^ 

3pq fcff^ c^ srfcrf^^ ^ Sle^lcpxwi I 

25. wffW Slflrf^r^R 1986 3TaT^ cR^m TTf^ 31^ ^ 

P i 4KU f ^ i Riyi ^ wft^maff ^ 3ri^ra>R:. (i) fcrf^rarff -v^q^jer 

NjM ' H)<R TT ’JFRSm 3 t 1^P|<MH, 1986 (l986 ^ 68) STSRTT cR^TO 3RI ^ 

3Rr4cT wfl^^TTaff ^ TT^ f^?# ^ 3ifaRcra #t I 

(2) ^ wfmrr, f^ wr, - 

(^) ^ R i Pi^HI' ^ Sf^. Wft ^3^ Plcbl^cf 3iaM 3^^t^ ^ ^ ^ 

ITRT. vd'Hcf^t Plchl-Ud ^ PciK*^ ^ d’Plddl ^ ‘i'UH; 3T8^cfT 

(^) ^ P i P i ^hI' ^ Picbmd SiaRTT 3T^ ^ QUm 

'SM ' ^Yc f^ arf^lpRFT, 1986 (1986 ^ 68) SrSRfT drd*1^ ^cRT 3RI # 

31^ ^ 3TpfcF>R ^ TFIYT ^ 'tl<l>'li cTSTT ^ 3Tf^rPpFT 3TSTcrT ^ 

SRFfcT P>!145>[U| ^nRT ^ I 

26. ^ ^ TPltvjRff ^ 1^ ^ . ^ ^ 3T^ 

P|i1?iqd ^ P>i | ch>!^ l ^ Plchmd 3T2 Tc|T 31^^ STSlcTT ^ 3Pq 31^%! ^ 







[mryiii— ^ ____^ 

31S^^ ^ f^f?^ #? 3T^ A ^ 

Pl>j | 4 ?>jP T ^ 1^ ^ flm?racT 3f«TcfT 3T8^crT ^ 3T^ W(^ 3?mT 

^ 3ftft^ ?nt^ ^ I 

27. A f^f^ppff ^ cfT^ ^ #n:. ^ f^fAwA A ^ 

^ ^ ^ "^TFT^ a^SRTT ^ ^ ^ - 

(^) f^5# »^ | jj|<H^ 3T8TgT ^ 3?8M viH+ilcmi 3#1%7PT, 1986 

(1986 ^ 68) ararar cIchh ^ 3Rt A ^ ‘T>i4qi^ effir^ ars^rar 

(■^) ^sTT^erf^, WT ^^mrfcm aicrar artf^jTOT arsr^ arsM 

arsTcTT arpM im ^r^rgr an^ ^ ^rrf^ ^ l _ 

Wf: 

•■/ 

vJM'4l<k1l alh? I^lqjl^d M^PFT, 2007 ^ ' f^pi i c^^i n ■^) 

. (^ ^r^TcTT ^ ^ afr? ^ ^) 

irrTT anft^ A> wffwr #?eTw afl^ f^idyraa I^riwt 

f^f^RR. 2007 ^ t^f^PR 11 ^ aT0^ apffcT 


1. 

at4lci4>^ ^>1 'iR, Hcii, ’i+<i’<, ^q\i 

^f^ajk^-^wr 


2. 

iPTTfMcr, 7r^ aT8RT ’'^c^JeR 

h)4I4<h arspTT irrst^ cb^Jm 

M6'qR f^xicrj f^k* ^ % 


3. 

RrJPRI vdcqRl -$ ^ 


4. 

I^IcblilcT ^ vJ^Rl ^ at^ wwA^ fe 

^ RW ^ rTR 



*1 
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8 ^ "OT- 
^l^ci arfiicpiy] ^ 








3T57^ 3lit^ W l^cRTTT 

?it 3i4icicr>cil siyi e'WiijiRa 


3TTEJK: 

^ ^ Rc|yu|, Gftf^ f^|cf>l"ijc1 ^ t, 
IuIr# fiRfr wr 3fR 
^ ^ t. ^ 3?fW ’ft ?TTte ?1«[T ^r 

^ ■’T^ ■^T?cT 

(zlf^ 3liq?<jcp ^ 3l41c1<l5d! 6KI 6'Wliilf^a 
ai^ 'H dH ^5^ 


^ 3rr?r5[ ^ qcmoq % irff 

-^m ^ t, i^Rft ’ft '«jr-4icTq 

a^eim ^RSRT srf^rf^RR, 1986 (l986 ^ 68) 

v[^ 1^ 3TRJ1^ ^ cbi^cii^ 

firf^icf ^ ti 




kieTiu^ 


^mrft STSM 


CCfitBiSil 




















: 3rai«nr>i 
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^ ^ cfsrr snft^ ^ ^ 

1T^ uTH^’T^, 3|8TcfT 3lf^el<sl ^ ST^K 

tR g)T 11 




^ ^ ( tm ^ ^ 3ieT^ ^ ). si^idtpcil 

......t ^ 

^ 31^. TfT srftcT ^ ^ ^ ^ ^ 

cI5TT ^rydl'ift ^ f I 


3l4)cich^ ^ ?^dTSR 

(3fMlci«T>dt ^ RR) . 

(ar^tcT^ ^ ^ ^ 

♦ 

ft^ A ^ ^ ^ ^Tc^m ^ wt. arltH^ im 

?wijh1Rct ^ ’^nfe I 

f^aioft2 
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5 

^ ^ 3I^#T 3fm\ ^ 

^ ^ 3ik WI-^ft^TT 




^1 

A4i •im<i>'^ 

(2) 

'^<11 aiarar ($i<*>wci Pi^i+^u) 

^fppi—'ifPrr 
(3) 

(i) 


+1l*i<^ 'HIC1 R'l ^ 



(a<i7^1<«^ 04ci6i4ai ^ 3TE2i^tq) 

00 : 



Ciii) ■ 


cffq to ^ 

mm 



■ 

^ 'H^ni ^ 

'^01511 [^d 

f^iqjplcfr qq 

to ^’41 RlcbNcil -ct^l HqcPT WK ^kll^ ^ 

^ uTHT ’mto 1 

(vi) ^ 

qPTT ^ q5t WTB 'S 
fd^ fePir ■qqr wpi 

d+il "<1^1 <»?) c||^\{^| ^ ic?1^4)ll «iq cfjy^ 

^ qrq w tot to? to^ to tor ^entoi 


fes) Iprai^ ^ (eIFR^) cTETf ^r55^ ^ 


^ 3rg#r srw ^ R'(i^j>Tn # 

(3) 


?p*rra> 


( 1 ) 


( 2 ) 


(i) 


(^) x[R ^RTTf ^ 
f^rq^ # ftiH 
f^rqjPJcft q>T qfcT^RT 
(^) f^lcblildt ^ PmeM 
q5t cTTte ^ wfm^Trart 
^ ^ ^ SPT-cnq#/ 


(^) fIfH ^ Rlcbl^^' ^ ^?=fW ^ 
^ qrpfr 


(^) wftq^TTsft qjf «PT qiq# arsTcTT Wqf 
^ hh«h 1’ qq PiLjdM flrqqqcTf 

^ q5t ^ ^ WTf ^ ^ 

^THT I 























[Mnnii— 
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(*T) %m: 



^t <HIM<>>3 

(2) 

^iRT ar«raT Ri<i>i«^^ ^ Rxt^py®! 

ftnjRTRR-^llRT 
(3) 

(i) 

mcTETH/^RRffdFr 

^ RIR^ RSF ^ (a<T>4)cN C4<q6i<lcii 

^ 3ICq#R) 




(iii) 

f^d R*yi<R n 

('^) PlMCi^^ "R^ Rid 
■Reftfr ftoracft ^ 
RfcRTR 

(^) ^ RR^ ^ M^tlTq 
uTRT R% ^ RTR# ^ 
W ^RRR 

(^)f6lcT ^ Rlcbl^cfl ^ RydH ’cfR WT? 

^ ’^tcR ^ WTT RTI^ I 

(?l) vJTRT rRt ^ RFRft ^ RPft RTR^ toffRJtR 

RTi%R! 


af|R 3n4<r4, 


[1^RinrT-IIim^/142/2007/3TOI. ] 


f^tqnfh .. WTT WfRtTT ^T^STT 3jk Rl«r>l^c1 Pixw'M 

2007 ^ ^ cpifJT 11 

iTTaETOT aftr PKi<*»<in Wrw, 2007 (2007 w 3) 
m ?m 

4 "rI , 2007 

1. «i«3»ipr 


1.1 ^RR^ ^RRn 7 fcrf^Rnw- mte^ ^) ^ WTt^rTTsrf ^ ^ 

^f^mrart ?rRT ^ ^^rrjr ^rcfTsrt ^ ##rcT ^ ^ ttrt 

^ ^ f I ^idiB> 'RR^Ef RiPirir^ yiRich>{ui ariSjPm, 1997 ^ 

^ ^ cTT^ ^ ^ R^u|c|t 1 I ^ ITR^ Pl^llRcl ?R?T ^ ^ 

^^PrftrRT cfj^ cTSTT .'^WcfR ^ ^ vJM’RlcWiy# ^ fIcT ^ ^ 

iJ^TcITSff IRT ^ ^ ^ ^ ^ 3n^f^ “^l^SRT ^R^ ^ ^RW t. 

cTTf^ ^^RRIR ^3rf ^ WftWT3Tt i> fM ^ SlPlR^JH ^ 
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# Plxiepywi g>T MlcHMH ^ t, cl«TT f^RIWT 

OTTtW ^qiciol' ars^cTT vJM'hIcWI 1986 ^ SfcPfcT SRT 

^'•'<*1 ^ ’TpapT ^ ?tcTT 11 ^ ^ ^ afcPfcT, N3M'*i)cK1l3ff 

w\ 3jk wft^^ i> ^ ^ P i v i 4>vui ^ 

t^cTT^ 3jk 3?x5t^ ^ ^ wctt t i 

cTsmf^r, ^ ^i4vjiPicr> ^ fliWRff, arsrfq ^ R i cbmciT ^ wrtoarf ^ 
^ ^ ^ f 8T2M ^FITcftW aiMijlkldl '^irfcft f ^ 

f^FT^ ^ ?T?T Wfr 3TT^/l4Plq+il/f^r^ ^ ^ecftH ^ t, ^ ^ 

'ticpai 11 

1.2 cTR ad^rf^i^R, 1885 ^ erm 4 ^ wfr cfr^ ^ ?TciT 

wTcff ^ ■?TW“^Tm. ^ 3i^f$i?T t ^ ^cir. ffrfcf^ arq^ 

EFT-^^TRf)’ ^ im ^ ^ STEReTTaff ^ fc^fecT arl^RjIrfcT cfj^ | ^ ^ 

zr^ ^ vdfMqtr 11% rN?t ^ f^rwRff cm’ /Pm<iH Hr?#FR arsmr 

^ OT wi-wi m ^ an^ arsM f^rf^ ajsM ^ 

3R^ ten WFTT! 

V 

/ 

* • 

1.3 ■^c^cR nl«ii^d, ^'ciy^e (^snm-am) cran wFsIte im\ # te 

^ ^ratn ^ nFm> tefte te? ti ^ ^ ^ ter woft n5t RcRra 

c^<siiHto^^ vjtte nR^ ^ te ^ ^J,u|c|Tll (effete naTT fsTter >H<f)chd l ^ te 

nteiT ^t%ctt) tenm ’fr vjnft te? ti '^idite ^ arte, ciarr tenw 
wftgrnaff ^ ^fnr nn teRRR f. ^ ^ wf^rit Rict^mci^’ ^ teOT aTa?crT 

'dH+i'lcmi f^i4)iqa temRR cT^ ^ te nteTT tefte teran 

artejf^ ten ti 

1.4 ^>RfwR tem (^ait^t) ^ l^ter i 6 - 6 / 2005 - 4 te-n teR> 

22.09.2005 ^ ^ ^ Rite dl^'tlT^4)', ^ te^cT tcfpte ^ 

Rtetert^' liRcT tem afk wfr tester ter fciteg (^) 


^TO43. 


: aroWR''! 
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•grfcT ^ 'dM’Hickll f^lcJiRd cS ?T87T (?l) ^ ’ffcR Tjgj 

arttcft Ulf^4»{‘J| ^crPtcf ^ Pl4^i ^ I 

1.5 ^ ^ ^ ^TTST ^ Wft^ ^ Mvjilch'iq ^ ^ ^enftm 

^5^ ^ (1)l4c||^ ^ 11 ^ ^ vJM'^ffcfcrT S{m\ W H^qjCl 

■g^ (#1^) ^ ^ 3TTcte ^ ^ tl ^ '^M’H'IcWI ^?TWff 

risTT n^mrait ^ MK'wRch rrcrf^ff c^ wft ^ ^ ^ 

xlT^ ^ ^ ^ d^mpT ^ 3Tf^ ^ W ^ IKTcTTaft ^ 't^lwcp 
3TmR 3PPTRIT vJTHT 8?T1 ^ ^TT^ ^ TfTKR ^ ^ vSTT^ ^ 

^ fvFto <i? i 4chiR4f i> wsr hh4i^ •^ejif^rtr MRcbf^ 

t%3?f •*FTT 2?T| ^T|5|TIR. ^ U<ldl3Tf % cTTf^lRT^ ^ ^ arf^^TT^ 

Pig«td I 

1.6 Rti*iH f^rar^ cNf ^ <t>i44j'«!'^i')' ^ f^5# MR*iiRd, ^ ^ 

vjM'Hl^mraff A anrcft^ «r? 1 1 sierM, 5if ^ ijm ^ 

cRJT ye|>f^ ^ S^TFf ^ ^ ijttt % vdM'4l<lTTT Ri<T>i4'rff ^ PlHcn ^ 

,^ckH ^fRerppr ?ra y»Ti4t ^ ti vSM ' hI^ arf^rf^ i986 ^ arcpfcT 
3l<)cWt ^ ^ 3 It 4H ^ ^ ^ Rlcf>14d1 ^ 

^ ^ 1^ ^5F3?r ^ WT ^ 

Tfg^TT 4t ^IcTT 11 mRu ii W-^M . vdM'Hl4dl ^ ^ ^ MiI^q5iR4f 

^ RicpM^ tiiRad ^ ^ |f I vJM’4lcldi R|chl4d^ ^ Rixicp'<^l ^ cf>tp% ^ 4t?R 
3IS|fc^ "^Iwr HCtldT ^ tn^ Tljgj ^Qci, U'Hl41, 3fR f^j^?>PIcft ftT^jFTcT Rll>:‘'i ^ 

gjt s«W!i44)cTT 11 ^ ^ 3 W\^. 2007 ^ M'^-oiRd 't\vn\*\^ 

^ t?7 ♦t'diqi ^ viTT^ 1 

2. W(F[^ ^ ^ OT#RTr ^ MWiI^d ti^HMid ^ 

2.1 Rl4>|4d Rxi«P>{U| f^irTTFi. 2007 «RT^ ^ 

yiR!4»!Ui Tjg? xiTFRf ^ ^ fWf 1^ ^ writ ^ 

afR fctRf^ ^ ^iPf^ ^ vi^ fraj^ ^ 

tl 
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Z2 ^ ^ R'ilch^ui ^ W'Wlf^cT ?f^ ^ 

^ t: 

HWlRq ^'WFld cTS ^ %R ^q’fTwaff q5t f l l cfrmd' t ^ ^RTEIFT 
q? C^TFT ^Pqa tl ^ 3Ti^rqqfr W 

qrf^iqq^ q^ ^i^eTFm cf^ q^ qf^nrf^ qq^crr 11 qf q? 

f^rqqqcff ^ ^ qq q^f^ cTSTT qrqq-^f^tqT3Tlf 

q^ ^ ^'iaiRjd cf»{di ^1 

(^) vJH>ilcrdi 37q^ Ricpiqal ^ f^RTqqqq ^ qaTO: 

q^ ^ qqrcTT ^ q^ qfeq qq qrqq) qr? qi^qTj ^qq^H 

>qqf^ f^rqqqqf m ?tq ^ qqiqr^ w^»ft qarr srt qntr 
f^Rqqcff qq qq^ qfeq gKT ^Nrll qraefT f^Piqnl' ^ f^rqf% 

^ 3ieqafrq qqq ^ ^t?R qq- ^ci i j qrqpft I 

(q) qf^ wftqqr qq^r ftiqqqq ^ Pi>!icb^ 

q^ t 3[2TciT ^ qqcT vJM^qd w7q-#qT ^ ^ftq^ f^iqqqq m 

q^ q?^ t, cfr qF Siqit f^rqqqq ^ P l >! i q>x!U | ^ %gcT 

.3Tf^qqff ^fqq) qj? ^dl 11 qfSTqr ^ czjq^^H arqqT ^ 
^gqR/^q: qjf^ Tf qt^ arf^rqq^ ^ qrqr ^ f^iqqqqf qq 

^ ^ cffq f^- %R f^jqr qqqqr ctstt fti^rqcft qq 

, f^Riqi^q qfecf ail^rqq^ OT ftiqqqq ^ qqftq^qq ^ ^ %r 

t%qT qnqqr i 

(q) qf^ wffqqr q)^ a^1^^qq^ IRT B^rqft %qqqcr ^ Piv^ich>R T ^ gpfr 
^ q^ t, qqqr qf^ vRTq>t ttrqqqq qqq WT-^?tqT ^ 
q|^ ^ q^ M t ^qqr qfe^ srf^rqq^ ^ f^iqqqq 

^ Pixiq»<»i ^ qr^ qft^ qqr ttm q^ ^ t. cfr qF arRft 

w' 

l^iqqqq ^ f^RiqR^ ^nfi^ q)t qR wqr t qajr 

srficfr aii^r^Tfr # ’fjq^ sqfr^ m f^lr^fq i 

(^) ^ qqrqr '"qq^frqqr f^rqqqqf ^ ^ t^' qtor f^rqqrqcft" 

qs^. fuRi^ wrjqdl q^ qqrt^ qq^ qr^ ^Hq> T^ ^ wq 





[mniii--aTO43 




tfigfcf^Tt ^ vjcxTl'a w^pn I 


3: wRt ^ 1^ ^ 


^ sfk ^gWr 


3.1 20*02.2007 WT?t-^ ^ "5^ ^ ^ ^ 8ff 

cMT 27.02.07 ^ ^ 28.02.07' ^ 1^ I 

y i f ^ct^ -^ ^ 20 >^ch^lc^ 3TSncf ^ - ‘*TR^ 

{f[^^W^), Wm t^Tf^ (TR^iP^). f^O, 

f^o, ^ ^ f^. ^ ^ 

i{^ STfq^ 3W (^3ft^31Tf) ^ xpFfrf^TW * 

tcfTRR !4lc{|^<^^ 3TR> ?f%R (^PJPT^STT^), wNr ^?R^ - 

Wto teq^ (tPT^), 3TH^ ^ ?RTRFfe ^ (q^ 

^), STFfR?^ ^ ^TTR Rq?5P^ (RRFf), 

17^5^ 8T^m^ ^ (f^), Midcw^ g ter wfiw m ^ ^ 

■^, vdM'HicKTT 4)1''iq RR^. ^cftRR '5'^ (cTl^ioff), cfjvj<^*i'(^ «r)4'( cT^TT 

< 

TO cZiteft 8ft? ^??M? Ti7R#?TR8ff 8nf^ ^ ^RT I 


3.2 mitjch-pq ^ RPi4+i 1 sifciM WT 44 IFI 4)V^ “^FR 't^q^e'ic'sxl ^ 

xrI q)t 11 ?R^cTT 'tiicp^le^xl ^ qr?T f^Rf^Rf Rt fcR# ^ 

w t CRT ^3?T^ qrq qrf^tR^ qq t^Retqq qft? tor? tor w 11 


3 3 1’ - TO vJM'H'ITO fiTTOTcff qq PtHCin <?>?^ qieF ?R«iFTcT cR 

(^l<j^ | jjdlf ^ cqRcT. TRl^t 3ft? [^4>Rdt 'ti*^RR ^ ?f^ ^ ^qqtqctTSff ^ 
anq^TORsit q^t t? 


/ 


^ , the GAZETTE OF INDIA; EXTRAORDINARY _ pAitrlll— Sec.4] 

3.3.1 ^ ^ -mm ^ ^ ^ fw) ^ w t ctstt 

^ ^ f^5:zu 7^^ f:_ 

/ 

{wj cMr m^rtmT f^irn^ ^ #' ^m7 4‘ Ptf^m ^ 

w^i 

(w) ^tfmw # ^ f^mm i f^ ^ m^r? mr 

«3///q'?cv/\lv^ (^'cM<^Rcci wFm f^R^) i mr m 

3pm it vw ^ Ricpma pRiwm #' ^erR Rm #/ 

(^) (if^ci) ^ f^WUPT ^ iRa/f^a 3m^ f^WUM ^ ^ W!Rff tj 

(w) m ^ ^ w^rmi wm w^ if w^rff^ wm t i f 

f^f^rww ¥wsk ^ srmtmrr mffw ^ wfif it 
(^) ^ffaft^mi i cwf^ w ^rmif uff^ ^ m^ikm ^ f^dM ^ f^ 

m f^cpf^a mr f^mpr m ^ 3t^ yw^th, stf^v^r stk smtif m 
i / ^ mm ^ w-RPi^Pia iffi ^ ^m^tcr f^ ^ wrfii^ mr 
M Mm ^ pmm # mM m Mr m wMt ^ if i^ffm 

(^fW3ff) ^ mH/rnmr ^ Mmr # MnMr ^ ^ 
3jffm 3mrm i i MMf ^ mw ^ mMRw ^ w min Mrr mr mt 
(^) wrRRf m # in 2. ^ 24 ^ mmm jpwm Mmf ^ s^rm w 
Mr wri # mMr ^rmmf ^ i ¥f nm-iffm # wiM mmnw) 

3rwmfMf U(f)a ^ i W/5> rniMfi w wnf Mr vtri ^ ^n^m^crr if 

^ ^ Hvjl^ci gRT^ ^ 3TH^^chctl: 

3.3.2 ^ ^ HRT ^ ^ cTSTT ^ ^ ^ ^ 3RT??T ^ 

^ t v5ft% ^ ;Ri?n3it £?nt tn?^ ^ f ^ii i f^d Mr\ t. 

'3WtWT (^i«r>mcil' c^ ccff^, f^cTRXJT ^ 1^ 11 ^ 

27.02.2007! ^ STFTtf^RT' 3ft^pf rf^ ^ <i1'<l'1, cgB? AjM+i'l«itlT 'M*iaf’1 ^ ^Pt?T 


C«ti»Tm-w4] 


: SRWWT®! 
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fijntf ^ ^ arreft ^ arf^ ar^ ^rrt ^ t ?!57 t anft w ^ ir?[T^ 

cf^ ^ wterrsff ^ Rictirndt ^ ^ ^ 

f I ^rri^pam w ^ t teHFT cf^r ^ wto ^ 

sfhr vriciN^^ ^RT% ^ ^ ^ ^ ^ armtrarcTT ti an^nrq^ ^ 

^ ^ t % ^ w afl^ a^Tfi^ w tr? f^r^pmf 

^ f?i Mg pT ^ ^ - ff^ r ycf m, afh? ^ %4r 

cfsTT TTvrf^ sRrar ^ I aicrraT. wftora^f ^ f^nmr^ irt 

vjTPf4>T^ ^ WNtlHl ^ TnoRT WTt^ flreTT cT^TT f$|cbmdT ^ PicINui ^ 

gncrJ^i^ ti ^ ktft "^3^ ft?; ■gcf^TH RlPiiiHl' ^ arf^ ^ 

w 

3 3,3 aff’^PS^fT^K (^ttRTarr) ^ TT^/^^enW ^ 1^ ^tKirt ^ 

tjgjW ^ ^ ^ vjqrtoiart ^ ^ 

cTSJT f^4j|i|d1 Piq^t^i ^ IRT ^ I^Rft -WMid cpxcii ^ I 

T(^ witeaff ^ f^l4)|ilci)* 1^RR[RtJ[ ^ ^ I^PlilHl' ^ Plf^Vi 

■3jI‘ yfcRcnf^lcr qj^^ri crq'lT^ "ZIF ?R ^ aia4a cpxdi 11 

3.4 2 - ^>fcT ^ cISTT WT-^ftt'TT: 

3.4.1 ^ crarr m ^ ^ (^) 

^ P) ^ ^ t cWT ^3^ ^ an^ ^ 1^ W f: 

w i, ?57(f ^tW" ^ ^7^ /^ «//<?'? ^ f^FTTpft 3^ 



f 
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'^)4- ^^ cff <tHc1 v^dx' ^ ^ 

^ xTW ^ ^7/^ <3/5^ 27r ^RfMf Wf^ ^ # 

^ mw zFn^ m i / 

(n) mpT?f m ^ ^ 3jk ?7w~?^ mkr i / 

(w) jj^mr WRT ^ ^ kmmr ^ kni Rkm 3 

^ 3j^' mifkr" ^k^/mkmT3^ kt icffwM 3tmr 

3Tfirmw ^ wrsf I 

(^) kmnumf ^ nRM 4 ^ wm Ti. simr ^ wkfrit ^ 

5^- ^mhrr/m^ R?w w mmr i /' 

k() m ^ ^ fkmmff ^ ^^cfmFfT ww^ i M wm ^ 

3fk ^ ^W7 Rtw ^jfm smrfkr i 3fk mk^vw wm ^ s/jRRd Rm 

(^) 3 f¥f 3ik 7 ^ wm 7 ^ ^ ^ ^ srfkr i Rft # 

^ kRm ^ ^ wafts' / fmFiy RRf^kt ^ t kmm c^ mmw 
V<vvo/v Rft ^ 3 jk Richind ^ sj^ 177 kfk / kv ^ ^ m^zr^ 

wm cff imr^ # ^ ^ kir Tjrnmr Rkmf ^ ^ 3j^w7 fiR^/d ^ 

wr # RRf^ft km vfTV / 

RrJ ^ ^ # <^‘ffliJ4?4^i srsm k^^twTW ^ ^ vr^rmsrf w ^ km 

yjfm wf^i wfFT, c?7^Wvy ^ ^ Rdm) ^ ^kR k 3jmr wm, ^ 

(^) vfWt'^ Jp^IWfT *1M<{^ R^iRa ^ t Wf_ W WF7 kW 

RR/^kf ^ ^ m4 f mm, jjt kcfwr ^ smm w VWRV ^ 
fkmfkr ^ mm t, ^ f^ ^ Rkmf ^rnmmt / 

(5j) wrs^ immf ^ Rr ^ ^ am mmf mr ^-kr ^ 

mm it mrm atkRm Rmr atk mk Rimm fkmm m^ amt 
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^ / <^7W # ^7w itm Trmmf ^ 

^) ^ wmf^ tf¥n ^ ^JfH ^ ^ 

Sf^qTRW W ^ Raf}^ 6lRl%f^ W k/ei^M i?W^ 3fI^^RJ3ft 10001. OH^^RfSif 
10002 . oo^wo it, 10003 Sffv ism ^ f^¥fwm ^ Oik 

kiHiki<i> uRr snof^ w worm &f / 

JTSik ijW^fTT’ ^ ^ /?/w^d W aa!Pi<?} wwt//'? 

m sRm i w a^knif^o wm ^fftw (omki s f^J ^ 

^ um^ # ^gm f^ vwi i 

^ ^ gRT ^rammt ^ ^ 

3.4.2 ^Rcni^ ^ W wra^ cl^ ^ ftemcff ^ ^FnSTPT 

% afk I^|tt>lilc1cbiflf UrtFIcT ^ ’«*H6in ^ cfft^ ^ ^ ^ 

toTRIcff ^ 3Fr^ ^ ^ ^ ^ t ^T«rf^ 

^ f^P l f^ ^ g uTT^ ^ vtRo^ t I ^TPer-^fM ^ #6RT^ ^ prfcRRT ^ 

W t eft ^ ’TT^ ^ #fT JJ,uic|«!T ^ ^jf^eTW OTTt^ ^ 

vj ( t^ ^{fed I JT^5^, ^ wwT ■»nj f Sjk gjfH ^ 

f^ <ihl4fhH -^ ^ ■’T^ t 1 ^ RlPlil^ ^ f^rf^ ^ ^ 

w[-'?fmT f^rflr^ imvs^ ^ Tjorasm l^f^m^ff' ^ 

^ ^ 11 ^ RiP i ^hT ^ ^ ^ ^ ^ ^ 

^ ^f, ^ JRKTT INI f^RsId W^ teft^ ^ ^ 31^#T ^ 

24 ^ # wi-^5|w ^ 1^ ^ H^qjci sn^it, 

^<ftN^Vi ^^rar, ^ipprw 3jk ^ iim •icilH^'in ^ ^ 

'H^lki ^ ioMri ^ ^ ■??’TRT 

3I*tl ^ mjlUpff ^ f^nf* 29 SPIM, 2006 ^ " viM>lWl f^T^iPJcT 

■■ ^“^v ' " ■' '■' ■ 

3jk ^ dHlPd ^ ^ W«W!^'f I W(Rl«T>'t<'i ^ ^ 
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P*ARTni—S ec. 4] 


^ 'viM^cra ^ srarm f!r^ 


3T|^R?K ^ f^RRTcTcft ^f^i|| vflTT I 


3.4.3 ^ -SRI tht ^ ^ ^ ^ ^ ^ ^ 

l^rl^RW ^r ^ HHci^ / ttpTT^ ^ f, f^lWTcT TR^FT WToH? 1^ 

^ 3lk I^^JFTcT ^ tR 1^ Tnf^RRUT ^ TIF FcT t % ^ 4^^(tdl ^ 

^ ^FTTETFr Plf^^a 

f^R>FT?r wm\^ m ^ ^ f^^mj t i ^ pRicTT^rt ^ ^ ^ 

I^T^^FTcit W TFR ^ laRT^ RFMFT fWl I <^>^ 1 41 

^ ^ ^'sFreTFT ^ -m^ m ^ ^ ^Rid tor t 3fk 
mf^RRR ^ ^ Tnwt ^ temcl ^ TFfTETR cfR ^ 3Tl^rwT m^ ^ 
^ tthT 11 rTSTTf^r, 3RT flfWIcft 3TST^ 3rg#ff ^ 1^ 

f^Pl'Md ^ cfjt^ ^Hcj'S 3T9?clT TFR—^?f|TfT RPlR'^ Prf^RrFT 

^ flFPFmt cISTT arj^T ^ TRmPT ^ ^ f^ ^ Wr ^ ^ 

^THT t' I ^ ^ WrerPT STSM 4>^ct^M ^ TIT?I^ / 

ql>c4?id ^ wr wff TR ^ f^l^RFTf ^ fciPif^(<i ^ ^RvfraTt 

3Tsi^r?nfcrT ^ c^ f^m^ ^ 3f^ cf^t wm^ cr^ ^ ^ 

1%^5FI?l: ^ R cR^ ^ cfTRirif ^ ^ cTaTT flr »Rd ^ ^ cFT^ 

^^iRd ^ ^ ^ ^d I 


f^cF^iqg: Piqi><u| tcT ^ 3TFrfe 


3.4.4 


cifR '(-ic’< 1^ ^ 3rryiRg R-i'(-cd ^ ^ wR ^ 





^ t cmd '^C'i R l^fRRcff ^ 3fR ^ 3J^TdT3ff 

gPl'4l4) c^ 3RJT-3T^ T-8JFff R ^tR -^fR ^ ^ ^ I 
■^ST—^TRT, 3Tf^fR?r '3RiWdT3i1r ^ Hid cp^RFT | Rf^RR^ 

^ 4^1 d c^ ^ 3TMr%r ^RhH f^RRT STT^f^ld d cR^ R t^P^ftT fePTT t 1 


[MPTIII—^SP»g4] 


i1R?r 
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#rr m <\<\\ ^ wrtwsff ^ ’i\'sci atrt^cpiRq'i ^ 

^ ^ tePTcfr ^ W ePTT^'^ ^ ^ W 1^ ^ SPHT 

% I ^ ti? TirT t % W ^ 3TtMt snf^r^^ artrft 

M<lc1l ^ ^eRTIf^ ^ PImcm ^ ctRci 3i»5^oil ^ vi'^'t>l «4lxi t^'yr 

f I dc^:|>HK, %srHT?t tR 3fTM ^ ^ fcTteRt ^ ■^3f%RT 

M|c|tlH ^ t I 

^ g?T^T?wTt ^»th^: 

3.4.5 ■gfncT % " f^icbmd ^RmH ?r 5 f ^r 10001. 10002, 

arr#!?^ 10003 alt? an^iRiaTt 15700 ^ ^ A 

M l (^»>!U T A iTRcftTT ^ (^ 3 n^??T) " an^tj^T 15700:2005 " *^»i 4 a 1 l ^' 

tg OPT ^ ?PT3^ iT?r ^ aitci!iii(t>cii ^ ter? ten 

alt? ten n? n?m?f nn ^ i3?te tetncnarf nn ^ ten? 

ten w I ^^?nrr '^^an^^'H' nmn? ^ ^ nicn^ Njwff n? ten? n>?^ f? 
tem #nR tej nn 1 mte>?^ anf^??T3it aremr “^antw' npmyf arr^ter n??% 
nsr ^ alt? arr^n n>?cft t te "^nr rmicn aTT^^j?T3fr aremr 

'^an^' amm^ i 

c^’^n<^4gc^ tecT >fe?: 

3.4.6 ^ ^g^rm nn g? te '' ^fe? aremr 

n??^ ^ M^idtaff n? ten orr? ort rmter aT4-^Tn?®n ^ anm? 

n? tefn ^ aft? ^ ^ te (ncnrnn) ^ te? nr nr?? te ^ 

n nmi vstr ", ^ nm ^ arcmcr t te ^ ?nm ^ "to nnT?nait 

^ nT?r c^'4147cl nn^ t ^ ^ ^nr te n?r n^n? ^ ^ t 1 

nTte>?w ^ mcT ?RiTcn t te tefttei^ ^nr rrmcnarf cn?#5tlte 

W # 0T?!)?cr gn ^ ^ <4>$047 ci nneT "gten nmn n>?^ t I?rte 
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^ t ^ ii gif^ 

^ ^ f^-1 ^ 1^, 3T^ ^ 

3?sigT ^ ^rsf ^ ^ %T3?t ^ 1^ ^ aisMy^sT^-'gsig?, w ^ir 
W ^ fTenf^lcT ^ I 

^ wr ~ ^*i^tiu i ^ wm: 

3.4.7 'g?n^ ^ ^ ^ ^ 3 p?7 

^*TTEEi^ ^ ^ WR ^ Trarf^ w 3n^ 

f^HCM ^ 3T^ ■?nf^ ♦inq'S ^ crqlf^ Sfl^ / -^rnTcT ^ 

^ ^RTcTTWf ^ 1^ ^ cqcj^iRch ^ f, yif^chyui ^ ^ ^ ^ #7 ^ 

•lie f^qi if^ RHm HHcl) ^ ^C'i^C 'H^cr) 318?^ WTglf^ ^ycpni ^ 

OTTtgtTT ffrgite tr^Ru ^ ^ ^ ^ ^r?T^ 

m v3Md^ ^ t I 3RT: 3P^ ^ ^45^ l P l 4? TTTEZpff XI8?T 

^ ^ ft ff^id'i ^ SIlfkl'H^) ^ qjTcT ^ 178T ^ ^ t 3fR 

^ SlRlTTTSTf ^ ^ RPlq+it ^ ^ Wlf^tcT 

I 


Ri<T>iqci Ri>ti 'fa'< gcf? vnui^ jfR ^ vjii^ct?!'?): 

3.4.8 W^ 5^ m 1^ qjfcT ^ srf^r^ ^ sjfR R|chmtj4>clf ^ 

3m?q vjqctST ’cTTffq, 3JTte^ ^ W t f^ ItRT flra^FRT ^ 

^ 4)Rqif qq f^qx«i ^jj%rcT WT, ■Jft^ sri^mq^ ^ ezfR q^ ^3|lrcT q?^ 
q?T mq^i wftqmsff q>r W ^ 3rq^ f^iq>|qd q^t ^ ^ q^ ^ ^ 

qqTW. qnr ^ q^ ^ f^^qiqj^ ^ qf! f 1 

4?lc1 ^ qq4—-PlcHiqri ^ 

3.4.9 4>ld #5^ ^ q^4—Pt'»4jq'i q?t Ptq'<i4l q?^ ^ tpj ^P j e n f t qft^ 

^ ^C^ciy H)fe|i§d im\ q?t TJorqxTT. 2005 q? mn ?frgtg ^ ^ 

^ f^rt^, 2006 q^ ^ q^ f%q qq 3 ^^ ^ ^ qf^ qff^ 

^ qft qii4cgqciai qq 3rTq>^ q>^ c^ ^ Wtto q^ q1^^ 


[MPTlll—^r"g 4 ] 


tnw 151 


4S 


Tj^TcTTSrf ^ ^ fct^nft STI^TR W PiHxi^t ^ MTKft t l 'Hml«ii, 

sfxprraj ^ ^ M<ffm ^ ^>t4 ^ Pi^<w 

Ifl^ efr^^—^ ♦ii«4*i ^ «imi ^ 1 ^ RPl«)*il ^ 

3ri^m?i^ 3i^ snM im wftosrt ^ ^ 

^ yi«|tlH ^ fl l^t^tePT ^T®?T 1^^—M'ill«fT ^ 'HW(^ W 5^ 

8 ^ 3fcrfcT ^'*T^ 11 


3.5 #SaT 3 - ^T^SeT aife^lR^ ^ cWT »fWH^ 

3.5.1 ail^th i f^ ^ Pi^f^, <inic^ w ’iWrf^ ^ ^ ^ 

[^uifDi^jf (g?) % ^ 4t •n^ f m\ '^sw^ wr an^ ^ ^ 

[^Uc^tjUF w t I 

^ mR mf^ ^ ^ uw mm4 

^ m ^ / ^ ^ ^ '37W (y^W?c7 mrnwpM %■ ^' /^ ??# 

(TSTT" r/n/>/<^ " f^l4fl^d ti^am 3ih PtWRW ^ Av ^PRh-^ftW " \JW<i^ W'</4} 

mf^ / 

^ ^uRnif^tf ^)f^ ^ ^ er^m^ ^ f)^/h, u?mr mw, 

icft^ / Hhf^d ^7^ / S75^ ^ miUFSft WRT 

^ ^ 77 5 /^ 7^7^ 0777 / 

?W 5?777‘ # J7?^ /3j# # y^5<7r7 ymr 

^rgT’* ^ TTTTTT’TWcTT ^ / 

j 7 f^ 7 ?;^ WT mf^ sh 37i^ it 3rfii^ 2 1¥M ^ ^ 

3ffE }4>M' ^ mm- u^ ^ umm m Mt im ^ ^ 

^ 77 R wRd ^ mpft wf^ / 

^ efRpmrit 7777777 7f77 mr W 7 w ^ m/^mpft 

wm Rmrnf ^ mrnft mr Rrrrw ^ Rm wm ^ ^ Rmm 
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ti-sfcfin ^ R-i{q> 5 . 5.^006 ^ ^ ^ umr 

mf^ ^ ^ ^ w mr ^ ^ mw ^ f^mm ^ mrm 

w nrnjw f r 

(WJ ^ 3ik '^iRlr^)' w i77?M i^mff ^ 

wr ^ ^mw w t ^ f^mn t mr 

ii ^<iy}Riif ^ ^ 3Tm^ ^ i I ^ 

w^m ^ ^ 3T^fm^ ^ itf^ ^ Pi^cM ^ ^ wit wf^ 

^ Pfmwr ^ f^ empft ^ wmm ^ x?^' / 

M ^s?nw i f^ 3rPmf^ ^ ^ wm w Pnk ^ 

wf^ / w^f^M ^ ^ 1^ jmrf^ f^mm Pmrw ^ 

3jf^wnfw: RlPi’^ wfft^ ^hft wf^ / 

fiw) ^3ft^3n^ srPifjRi/f ^ R^Rd, ^jRm. ^Vi)fcR> ^ mr PH*^<iiM 

i» 

^ ^nRr ^ mPrrr m wmrw wf^ R^/hmcO 4' ^prm miw, Rrww 3m 

^sjfTT m4 ^ wsT wfpm W<^/ W74 w rrmrw i / 

-5 

3.5.2 ^ ^ tit^ ^ arffTR wm wr ^ 

srsTcir oTT?#5?f^ ^ ^ i^rf^ v# f 1 wftwsff w 

gM ^ 3?^^, ^ rni^ 

^ ^ ^ ^ ^ ^ gjT TjRcrpr ^ 

t 

*11^1 ^ ^RHT STTI i^^\ UgTcTT ^ SI^STT ^ t ^ 3W^ 

'dH*iicrai>5lt, oiRci c|5iT, TT^TI^ Ricr>i<ia Rlqw^'i cT3i ^Fenf^ ^ ^ 

^ KIR ^r ^ %m iRRT ^m-wi ^ sitor^ i> 

VJH^cm "Wlf cTSIT Kllf^ Sfyl f^pf^ ^ TJ^ f I Vl l R > ct>^»l ^fel 3 Tf ^R4) 4> 

^ »fhTrf^ R*eif^ aik ^3^ Sitf^ ii Rrerff^ ^ WIT I crfr, 

^ WpRf ^ sn^ t 1% PTr^ ^ y^TcIT ^ 3?teT^ 
Rr^ 31SRT TRl%T ufr wftoarf ;g>t f^iwicff ^ Rram ^ siRnit ^ 
■geR cl«IT ^ M<H*1 ^ | 




^F54] 
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^ ^3qc!gim: 

3.5 3 arterf^ cR> ^ ^ ^ ^ ^w t 

aiimdcb i c^^ T ^ ^ ^ 

3iRl4>iR41[ ^¥l^ wfiftcT viiqt^rd sl^i life's ! HtB»cp'('^i ^ 

iR ^ f^Rppit ^ >3^ w t i 

3.5.4 ^5im ^ ^ ^ ^ sRTcnafr srt ^ ^ ^ M m 

artoRt ^ mm / mm / i-^ ^ ^rrfl^, 

^ ^in^ m ^ M f ^ 

y^icrrart ST?? aw^ viLi'HliwiailF ^ 'jfRt yii^ ciicl R^, ^ 

3rt^r^ mm snM siteT^ ^ ^ ^ ^ * 

arl^T^n^ HKT Riq?lqdl ^ 

3.5.5 ^ ^ ^ ^ #Rr .Rwiqd ^ inf^ 

■^THTEIH c^ 'H'^—'5>Tf^, elYcb Riq>ldd afiv ^T^feTnT ^ 

5.5.2006 ^ Rr^ ^ ^ ^ TTRSTFr t 

^ f^ ^ ^ ^ Rranw ^ wm^ ^ laif^ ^ w ^ 

^ #ft xnfixj, PTl^raR^ m] m % Mm M\ 

(^iq^md li ^ Mm i> M c3T^ t 1 vsMHlq^arf cf>t RlWl?#: / 

;Fmw3Tt ^ ^ ^ ^ ^ snflTj, ^ Ri^ ^ ti 

^ 3r^, ^ ^ ^ ^ 

stci^rutt ^ Mm ^ 

t |. . ■ • ■'■■■■- 

3.6 ^ ^ 4 - 3nM ^nf^ ^ ^ ^ I^IOT ^:#n? 

3.6.1 snftcft mtera ^ f^igfei .cCT ^ ^ 1^;^ 'R 

lE^g;^ ^ fMMf ^ (V) ^ ^ 






^ m ^ ^Ffm mf^ / ^ ft? %#’ 

srf^ii 


M ^ 3Tf^ f^ 3ik ^ wmi^ ^ i / 

(^) ^ Tfmm mr uii^mft ^ Pr^f^ mr ^ tj^ 

iJ ^ w^ j^ \7tw ^ 4’ 3mrf^mf i / 

fir) 3Pfftff m^rm^t srf^wnf i / wr^ ^ 4m rrmm ^ %??? ^ f4m mm 
wii4mj4 wm W7 w wtm m^/ 


fs) m4m 4m umm 4 mfM mf4mi4 mr jrmrw i / wf^ 4 

^rmm, mf4mf, 4Wrfcrm 4w mr 4tu4tw finMt) mf^fmrfM ^ f4F4m4 44 
mf^ m 3ct^ mmr wtmi ^434vm^ mm f4>m mr 4m 

34mmm4w mr mrmfmm (€tmrmr) mr mrzTf^ f^mf^ mm umr / 

(w) m4c4 mf4mr4 44m 4m u^mr 4 4w 4 4 ^ %?ff mm mm 

mf4v / 3f4cf) mfBi<f?/4 mr mi4cpici fm m4f4t mmmr4 4 mv rnmmrnrn mmr 

m^ m4 4t mhrmfrn uf4m 4m um^ 4f m4t mmr / 

fi^) 44 f4mrmr 4f m4f # m 44r jrmcrr rr^rm wmr m4f4f mmmr4 mm m^ 
mm m m4m m mm 

# /tgw? tmr^ ^ ^ 3Pff^ 

mmmr4\4 m 4 mpf m?4 4t m m wmc4 # / 4f3M 4 m 44 

10^-8/2^06/mwr^m^mry 3 mm> 27 .io .2006 4 44mr rrmtm 4t 
4 m m4cii4 t " m4m s[THcf<r>rmm wft 4 4mf 4 mr 4 mn 34 4t mmrm4 mr 
Prmm f" 

fir) mffcft mmmr4 4m rrmcfr 4 ^&mm 4 4 44f4 ^ww w mnr ^ / 

fir) ^ ? tj^ T^m mr f4pk 4 ^ ^ ^ 

44m 

fir) v4 WT4km 3/44) mmmr4 4 f^of^f ^ mmm 3 fim mm mw4 t 44t 

w4 sfittfi 444^ ^ 3ff4w mMrmm m'/ 
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gpMr m 

3.6.2 STM ^ ^ ^ ^ ^5?T^ 11 M'Wif^d 1^1^ ^ 

TH'EZR ^ f^^RPI ?f51 ^ ^ mQ*1|Rc 1 <4J'<^ ^ R'clix fuRT^ % 

"stM ^ sn^ilRT ‘mn t i stct: 

VIIchi’ll" ^ 5^: Mq-^lPlcI ^5^ ^ ^ 'dsHcl *1^ ■§ 1 

3pM yrf^r^ ^ 

3.6.3 a^yic ft VllRl4>Tft ^ Pl-i^Rd ilT^ ^ 3Tf^cpi?l 'bM*i)crdT f 

t ^ «<idr^ f^r3w ^ 

^ ■g§l|cf 117 fcftIR R)i|i % cf8JT vJTi^l’i ’TiT ^ H'KIiRci RPl<i*ff 
xjM ' HlcM f [^ I ctTm^ f^clKui tra ^ ^ ^ ^T^tRTcW ^ ^ MR*iif^n ^5^ t 

^ ^j?#erR f^r*TFr ^ ^ sh^ ^ i 

y | (^cb>{U | wr ^ iracTT ^ ^ <3P'i^\ 11 ^ ^ 

3|i![ 1(^ M l l^ct?!’^ ^ ^3Tt€t ^ ^IcTU^ SKI 3?1^ijf^c1 ^ 1%^ \HT 

Tl^jcTT t #FTTf^ ^ ^5TT^ t HTf#5fr^ ^ ^ 

^ TJ^TcTTSff ^ 1^ ^ WT ?T^W Sr^tefr WT ^ t I 

3.6.4 ^>ccj»ii 6ir^ Sunfcn'm ^ i ^ ^fTf^ ^ 

,f^ ^ ^ 3 t« Tnl^m^ 

rnl^TT Rhh4> t cTSTT Pi^f^ ^ ^ I Tnte^ g5t 

^^TTcRT ^ ^ Mll^ch>iui ^ ^#!5TT 9 ^ ^ IcRiTR ^ 11 

3.6.5 ^ 1% ^ aif^ci ^ Slip's'^'^1 ^ ^cK^d %rr 

^f^T?Tr ^ ^^sCHePI ^ 3l'51c?) 3id^R>T^ ^Vll, Hlf^'P'^^l ^ ^ ^ 

Ws^ 'm^ 3TTf^?^ ^ ^ ^ ^ ^ t ^ 

vjM'+ilcWl'iff ^ 3Ti5t^ ^ PImcn cfR^ C^ ^ 

3Tf^ 3rMt 

4>^4n I ■^TM 3Tfe^ 'HkiTi^ cTT?^^ t, ^ tp 

318^^ 3T^ ^«rPT ^ yiRjcb'^ui ^ t i 
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f^icirma cf^r ^ yift^ch<u| f ^ 

Uq'TcTT aiteff ^ 3^1^ mf^TcFr^ ^ ^ ^ f^r5^ 

TTRT 3jk 3T^ ^ ^ ^ -^^f^ ^ ^ Ts^K^ ^ ^ ^ 


f^'oicfPT ?1r, ivRc^ tjEH ^ ^ ^an ■<^ici>Hi% ar^jqcr i 


3.6.7 "3rtt^ ^ ^ ^ -m^ ^ c^ f^ ^ ^ 

#TT rnflv' ^ ^ Tff ^g^TFT >HJlcbi4 ^ I ^ srl^rtofT 

^ ^ ^ ^ rI! cfj^ 11 

3.7 5 - f^mnTIcTf cISTT ^ f^ciH ^ 

3.7.1 ^^cWI %£mTIcTf ^ 3mf4^ ^ PiMeH ^ P|ilHI4efl ^ 

McbiJ^H ^ ^ f^’^#r!Tr (^) ^ (^) -^t Tj| I ^ sTK an^ 

gic^ ^ 1^5TIT w t I 

^ ^ wf^ " ^?WW ^ ^ ^ 

3ff^^I7 TfW Bcd'^cilf^a^’ / 

i 

(?W) 3{^ UWfw 77 ^' ^ 0^ f^chdc!^ WPm #■ W?ff ^00 f^ ^HMcf) ^m7 
^ UW / 

f^J " m0mr f^mmnf ^ ^ f^ f^f^ry^ - ^ 

^ mm ^ siP!^ ^ mm wm wf^, 6i0in ^ ^ 

mm ^ #777^ w m>tf^ f^m mw 3jf^mf mm / 

(w) f^mrctcf) ^ ^ 00 ^ ^ 

3nf^ $ tfTw umm m0 ^ 00 ^ m ^mr ^ ^ ^ ^ Pmm^ ^ 

m>7f^ ^m wm 21 ) / 



[MFTIII—-^^4] 
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(^) RhCFT ^ ^ Wf^ f^<4*iicicfi w<PlRia ^ f^w? 

f^ w m^m if 

(w) WWRT ^$fiw i ^ # ^'c<<’)c W^IxTfStf ^ / 

fi^ ^ itm wfi^ / 

(u) \3 ^ ' h1cmi ^ ^ vif^ R^hmcO wm mr em 

wpiwmf # 3ii>Hi4l ^ wm ^ sn^ ^ 7 <# wMf mfiv / a<p-f}<p} sfk 

eff^ciif^ii/ ^ wH^, <r^)R> \jH*i)<^i ww^ijuw ^rfifc^Rrm)' ^ 
v/V/Qd ?fm i / 

3.7.2 PliJHIcIc^ ^ ^ ^ ^ W vJo1>i4lte t. ^ 

^ ^ 3fk ■?mf, f^IcbiiJdl’ ^ Pl'4l4>'iU| ^ 3Tq^ vTT^ ^Tcft yf^qiaff ^ 

Mc^lcl^, ^ fcrf^RFff ^ >dM'+i'1<WI Sn^TTf^ ♦llMq^'s'l* ^Tlf^ ^ «rT^ ^T 

viM'HYcfm^ ^ f^I%cT ch'^dl t. 3TcT: ?Tl4cp «k<td^ ^ sjnq^qtpdl t I 

f^^WTcT^ m ychl^H: 

3.7.3 ^ ■=Tre "W t 1^ WIF^IOTT, f^TTRI^ ^ 

^R?TTcT t I ^ t % TUf^ ^ fclI^Mt ^ 'dHqtl'l' ^ 31^^ 

SM 6RT^ 3Tk ychf%ct ^ ^ t l 

3.7.4 ^g?ncr ^ ^ ^ '■ hR>^i Piii*iiqc?l " ^ y«iicii 

^cRTf^ IT? ^ fcf>m WTT 'cfTfll?, ^ ^ t ^«l'«i§c ^ 

^ gcb i ^M ■OT’iWrsff ^ \iiH4)i'^ cisfT flrerr ^ 'dneiti ^ "^enr ^ 

^ ^ (#?ft) CT8TT §C'(^e ^ M^-c! ^r4d 

^ t ! cjdHM 3TPT 30^ ^ ^lell^d W ^ t HSTT ^ 
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f^TEPRl^" ^ t I 

3.7.5 ^ 7RT t WftWT f^IcbWd'l' ^ t^ qePf ^ 

^ cfarr STT^ ^ ^ STRTT^ ^ ^ ^ ^ 

cISIT ^ 3TRTCT dch^lchl 3ik f^rf^ ^ ^ 3^ 

TORWTT ^ 3Ttef^rT7ff ^ mRRIcI ^ 11 TOfFT ^ 3f]^ yf^ 

^ ^s^RrTcffrrsff ^ utpt^ ^ ^ yjj ^^u , 

;^?TFr ^ ^chK ^RcTT t 3fR 3?Tm ^RcTT t 1% ^ ^ 

3T#T iri^ f^RRiT^ ^ f|7TR cfv^ afk yc^iRid cR^ wi #rr 

TTfem RRFfT^ ^ f^_cR^ yrm ^ yny 

SRI srrmit ^ ^ ^ arermr, ij^ wft^^ ^ 

Rdl ^ ^7% "^lA 7T)Ty I nf^TJTT Plildlcfoi) ^ 3?0t^ ;^| [ f4^(;,{ 

^ ^ 3TPim4 oTciM, ^ ^ srfcfRf^ ^ ^ 

^ NdH'H'|cmi3Tt ^ ■^, ‘jfl’ SRT^ R ^eilRlcI f | 

3.8 'tl<s4|l 6 — vJ4’Hl«wr R|cr>l'tia1i PlMcild ^ feP? ^T^PETfriff ^Tsy 

Ri+i^cil' ^ Pii^HNcfl ^ Wkr f^RpER m 

3.8.1 f^TWTcff ^ PlMdH ^ 1^ ^?R8TFKT cRT cTSTT vJ^mtcf^ % cbNcll' ^ 

f^ n%qr Rrrt^ ^ trM fcrRm ^ ^ f^fi>R]f ^ (yj) {?[) 

^ ^ f cfarr v3^ elK 3TT^ ^ ^3# ^ v3W 1%^ ^ ^ | 

(^J f^/<hl’^ct) ^ mi<fl ■djfv f^^WFRft ^ f^^cH ^ fofx^ ^ ^ 3ir^d 

dMUci ud)n WtW ^ ^ii0l f^WW^ W7 / 3/)*d’dH4d 

* \ 


[HFTlIl—Tg^ 4 ] 


MTOf «PT wnr: sraraK’’! 
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cfyt m^mr^ ^ / ufw ^ wiMv ^ # ?7^W7 ^ wsr 

\3d]m WW Wf^ / 

(m) dy'Hlcfrfi f^ichindl ^ R^dR ^ m w mkr RRm mkr it 

(n) Hdk r RRm rm v/^<v/ Rzrrn^ ^ww 3fk i mr wpjkmsff ^ 

(srmf^mmf ^ 3Rm i I 

(w) ^m¥f m djv^ wfjkR> i mr Rf^m wr ^ snw ^ vmft i R> w 
dy'H)<kiidff ^ Rmnzmf m wmR ^ wfw kR, wrk f¥ itm udM ^ ^ 
tjjzR ^ ^ ! 

(^) uiR0 ~ ^i ^ ^ ^ RPnPT u77^ ^ ^fWfT wrf^ 3/k 

?e^ w ^ W RRWJW # 3fk Kie/)*/ g7W 3fk RRiiMct? 

^RdcRor # i/)rff/f^ wmpf WRT jrf^w Rmm^ m 

^7# fTS/T" €k^3ft ii)vRT yQ?«V/'t?«7'r 3ik Rw^ W 3iicf?cld ^7# 
BWR ^ WfW ^ 4><iR<i ^ / 

fi) 7Mw7t mRmw ^ mm m msR ^mr i R ^ mm 

R^HMcf) vmRm wRt / 3rj 'mR ^ ^ wtst.^ wFm 

ww viRm RiiHMof) m mfkr / 

d^'H)^ Rkmnf ^ RmR w ddHH mhr # dm ww Rmm i 

R? ^ ^ 3jk ^ ^ RRm ^ mn iw sfmr Rdmr Mm ^ 
R&w wRt / 

(or) RRr Rdy&R R R^hh $R R wn^, umiRtfr R/mRd Rwnw m 

WM RR RRhh # sfkRm ^ ^ drnmm ii 

(m) mfkT RRm i^tkfw ^ &pr dm dw miRm i i m 

Rrmmff R dm mit RmTW ^ ^ 

^ |q?qq>cTT: 

3.8.2 fiPTcft^ 3Jtq^ ?TB7T ^Erafeiff ^ ■^tTFT ^ U^THTSTt dm Wt 

^ srr ^ ^ ^ t cran v3^ ^ w\ ^TRieiFf 

p | ^^i^ | c|c^ ^ ^rreim ^ i cTSTff^ wft^ ^ fcp^ 

#7 1cmr? ^ f^f^RRT arra?^ t r '^m'^iWi >h‘jicJth)' ^ 
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armfoi eft ^ ^ ftrwrali ^ ^ snft 

cT^ ^ ^ t J^ T? fcTcHR f^^TT ?T5?T 

^ ^ ^ ^ ^ ^ f^lf^ 3\m\ 

RPl-MHch 'TTqsf^ ^ I ^ srar^ f^PliJI'Hcb i^lRlIctl ^ ^ 

^ f?rcfTJT^ ^ cqf^, cTarr ^ ^ 

^ 3ir^TcTT3l^ ^ ^ wRidcSai m 3FnW ^ TT^ 11 n]|^cli>!U| ^ %4?|qc1 

f^qKui cT^ ^ f?r^ wf^^i CTSTT - ^?fmT3lt ^?Tl%cr TTWRt PlRki W 
cp#’ fcTmPT 'HWTcT cf^ ^ ^ 3TJTT^ ^ t | 3?cIM. 

cRf^TH Tf ’c^-^ixiK ^ ^ ^Tqmi ^ 3T^ ^ ^cpfeW PlMciH cT^ 

fW?FT ^ t, ^ '^^T’TtWT 3T^TcTcff 3TaT^ ^ Tfpf ^ ^Jcff. 

5rf^ t ^ ^ c^ 3Tf5)iT ^ f I 3RT; 

mf ^ ' ch>!u i ^ ^ ^ ^racTsff ^ ^fcr-fcrf^tWr m ^ WT 

W ^ t I cTsnft, 17Tf^ch>'U| ^ ^ ^^TfT¥ 

^ ^ftcR ^J'^TcTT gTTT W—f^f^RWr W ym^iN 4»i!ai 11 HTl^r^jTOT TlT?rT 
TETliW 17%tT ^ ■^Rfkr #IIR ^ ^JgTtT]- ^ ;g5^ ^ 

^ ^5^ t f^RPTT^ ^ ^ f^Plq+l'i' ^ 3TcFfcf ^l l f^d 

3-9 7- W ^ ^ M^ldiaitM WT1«WI f^l«j? | jjd1[ c^ P i qdH ^ 

'^iiv^\^io q<^fcl ^ ^«TFP!T 3ik %aT^ ^ qq? i ^H w 3 it^ 

^Hi ^ cisrr I^Piq^iT^ ^ q>t uTpft 

3.9.1 W TPft Mqmi3ff cpt vsH+l'lcmi j^lchiqclT ^ f^MdH ^ ' >; H>{A> .n ^RT 

q?f <b'<^ 3ftq ORc'ii ^3T^ ^ qcf>mq qq 3n^ qfprr xjif^ir -qr 

cTarr f^Piq+il q^PT wf%T, ^ ^ q^itisRii'i' ^ 

{^) ^ {^) ^r ^r ^ TT^ t 3jk "ddi^did mm f^- nf^f^d ^mi^) ^ ^^^ \ 

f^wfi 

{^J ^ ^ 3r^wf^ ^ ^ wf^i 





[MPT III—^^ 4 ] 
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(^) ^ ^ w mmm wm^ mftm ^ 

^ ti 

(n) w ^ 5 ?y^ ^ J 7 ^ ^ ^ ^ 7 ? 7 ^ ^ ^ ^ \dH*i)<M f^m^mt ^ 

f^ T^SJ^ v7V^/-'/d JT^TTc# ^ WFFTl 3iRcil4 ^ z///9v / 

{wj ^ ^r^mrsft ^ f^ f^mwft w w4m^ ^ 

JT^T^cf ^7^ 3if^cii4 ^fw wfiv/ 

(^) w wft ^ wi ^ ^ w cfPi^ ^rf^l 

U^pjf^Ur Rl<tJl^d) ^ PIhcH ^ /<^V ^^3Jcf ct7qvi ^ (sff^PFJU- 

srM) ^ ^m7 f^pjr dTMT nrf^ I 

3.9.2 fcT^TFT ^ 22 f^TcF^, 2005 ^ 

16-6/2005-^^nj^-II sfK 

cTT^ I ^ fclPlilH (^) ^teT 'A<i'i ^ 0^) 6Tl^ra>T^ 

^ viM'+ilcW! Rlchl^IcT f^RTR^ w«ii<^l ^ sfr? (^) cKh^TI ’^tcR ^ 

WRT ^ 3Tf?l^|^ld fi ifSt^ ^ ^ v3H*i'|cWI3Tt ^ ^TTSTT ^T 

l^ l chl^d^' 3^7 vdM ' ^lctr ir ^ ff ^ ffr^ ch^Mfcl^t ^ ^ 

y if ^cb^!^ ^ ^ ^ T?wr t wfr^Fm f^i^pwcil’ ^ f^mRw ^ 

M^ f ^ cT ■^■eTFTcT ^FTT^ ^ IT^ cp^ cfT^ '^T’ft Mctmisft ^ 

f^iJT 'jTR I ?T2TTf^, fH'S^'S '^^T H9H <4>’<'^ 9I<^ ’^c|| Mc<ldl3ff (3ll^'^'d4l) 

^ ^ '^? y>[dicf w 3 ii4m'<i^ ^ "mte f^>qT W? f^d^l 

^ ^ 25 ^0 % 3Tte crqlT^h ^ Sl'S^'S ^ 

W^ cTT^ ^ 'd®d?bl^«l'i ^ «I^ €t ^ 11 3TFT 'dell6-*l!?lf^>il ^ 

<j‘’)v.R ^ sTR ^ ^ 1^ ^ fcrf^RRf ^ 3ia4d yqmisft. xnt. v3-icp| 

^sit^ w ’fr ■?iTf^fcT ^1 mit^r. wnf^ ^ ^ citft ^ 

o 

^ !4 l l^ch><0 | ^ ^ t % ^ ^ 25 W^ ^ 

3rf^ ^ ^ ^ 5 ^5^ jit 

^ Tf ffret^ >ds^ghl^cl^ ^ ^ 10,000 fll'S^'S Tf®fT?PT?^ ^ 3Tf^ 
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I ^ ^ fcrf^RPTf ^ 3TcPfcT ^ ^ ^ u' ^id i a # ^ ^ 

“iff f^iii t, f^r?r^ ct vjH+ilcmiaff >3^^^ ^M'h)<wi 

l^icpi-qa- PiqK'Ji TgxrjT^ cf5t ^f«7TW ^ | 

3.10 8 - f^icpiqa ^ ^Rfkr ^ ^clT^ 

3.10.1 f^icpma ^ f^ ^■'h1c<i fciPii[+i ^ ytor ^ qoifei i M ^ 

{^) ^ (b) ^ TTf^ ^ f -mj tR^ci 3n^ ^ iS| ^ i ijm> ^ ^3^ 

w 11 

fwj ^ ^ ^ ^ m¥ 

wmr mff wfw 

(^) ffrmm ^ ^ mt ^Fikr it 

(^) m wf^ 7f^ &f nf ^ mr w mM ^f¥^m ^ ^ mf^ ^ 

U^TW ^75W <3/7^ ^ VTcFT" W/r// ^ 0ctH WPJ f^W 077^ W&T 

#/ ^ ^ ^ mwf^ 7^fr^ fdr^ /^ 3m?^ uif^<^d f^ 

W ^ 3ft^ UTM ^ UfT #/ 

(^) f^PinH # wmtmrsrf ^ ^ f^mm ^ mi^ 

mftn ^ i, ^ WFT?f m ^ wq ^ ^ ysf^f^d 

^ ej^mfPr ^Pffi 

f^J (iJ i^m)' ^ 3r^w7 ^-3^jiiMd ^ 

^ f^mw ^ wm-Wm 3 ^ wm^ 7 WRf f^ww bH, ^ ^ 

■; e^W# 277 ^/mJW f^tchliid)' W f^fWRW 3 ¥f Wdfm 10 ^ 

^ ^ftd7 077TO 3m f^m^ m 7 f^ ^ w^m 10 

4?iijf^ci^-f)' ^ Oj^ f^ciHUj ^ mr^h^ 3'^^<tddl ^ 

3rm^ ^ (w^ 5 m ww 3jk cffww ^n§w) 

(a) 3jf§mif WM 2 f^ ^ wdrm (w^ s (w)) 3 ^ ^Tfm 

wRff i ^ Richnid)' ^ l^fmm ^ f^ wm--^ 10 

f^ ^ ^u7727 2 9)1 



WT5J: gM<ITC°T 


[MPTllI—TSTO4] 
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^iij nUl^d ^ ^ ^ ^ ^ H^idlS w 


m mm ^ ^ u<t>i(^ ctt ^ ^ 

I f^dfk^f^m (^2i (W))! 

(^ f7i<i?r!f w ^ dw 4' 4f ^ ;//^«v/ # ^ ^ ^fw,#7 

mf^f^iWr SM f^pPPf f^Bjff^ P0 f^PTT vJpfT wif^f .. , 

(if) uPid^ ^ ^Pfw^ w ^ mmf^ ^ ^ ,# ^^Rid 

ufFfT mf^ ^mtm ^ ^ c# ^ ^ ^ 

sr^TcfW # WH ^ f^ ^ ^ 4 ^ H<sl^ 


^ oiilH<f> vTV^T’ R>^l ^/(ii 
^fj^BTPTcT cf^ ^ f^gf^ gft? ^<aiH’?iSTT: 

3 I 10.2 (^^s( Fr^gTT ^ ^ ^ ^ ^ ^ %^\<m 

^ RiJlf^ ^RH4> 3fR nleir^ clcTlM’fH "^raT IcfRT^, 2005 

3 j1^ wMte ^sff ^ ^ ^ywrfr f^-.-JFT, 2006 ^ wta ^ '«ei<Jcil ^ 
^1^^ W?" HH<u^ ^ ^er STT1 ^ ^TWI 

4 ^ WcTTSff ^ ^ ^ ^ ^ ^ ^ ^ 

4tWJ^ ^ ^ ^ ’ft ^RcTT 1 1 Wf^OTaft ^ 

^ 3T^ ^ ^ ^ ^ ^ ^g^TeRTT ^ ’Je^TRFT ’ft efT?^ ^ IRT 
vfTTcTT 11 yiRlch'^uf -^f ^ ^j,'J|qTll (*?lcRj| sfR ^ ^STf8?cTT ^ 

RP l ^ q, 2006 ^ 3TrPf^ #iT Hqldisff ’ffe^ 3fR f«rf^ n’TT^ ^ n’#*tcr 
^ ^ ^ 3!l^Rjj^ cf'^mtoaft ^ ^ ^ ^ 

ipi eRirrfter^ ^ pmn ^ w^nc^t ^ efwrftarT ^ ’ft ti 

Wt^, ^ ^ ’fteR’T sfR ^ ^ 

Ijc^TFf^ ^ it ^ ^ ikT R i ch RTcft ^ f^f^T ^ 

11 ^ ifHT Rrg^ 3itRnM, ■^5’f^nM, ^ 

gfT^ Rrftai^ sfR eRiN%n ^?rRr ^ ^ RPi^jh)' if 

ilfTTT f I ^ T3Wff if ^ ^ ^ ^ ^ 

' efx^ i q -^gn' ^RTif ^ ^ ^fw ^ ^ ^ ^ 11 


2366 Gl/2007—8 
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^ ^jqcT^EmT ^ en^ ^ 

3.10.3 ^fTR ^«n^d ^ cfjcf^ ^ ifT^ ^ ^ 

yfcRqtifFTcp ^ ^ ^T^Tcrrsff ^ ^ nfci^ ^ t 3ft? 

ii4>lRia ^5?^ ^ ^ ^ viTFfT ?ITf^, ^ fc|P|iJH)‘ ^ WiET 

viTT^ ^ vi4*l)qTll ^ ebej^d ^ ofT^ ^ ^55?^ t l ^ 

'iHcitl MH*il<rni3ft ^ ^ ^ ^ ^ t % uTfT ^ ^ ^ 

?TPTRI-?!PT ^ ^ cTT^ ??tvHT W ??r t W ^ Htisd^d 3ft? ^ 

11 ^ uTPT^?!^ ^ ?T^ ^ eH^ cTEfT P|c|Kup ^ 

f^r^ I §^<T> 3jclicii, TTgj ^(cTT Mc^ldl ^ qT^ ratf^^f l ' 1%?1t ^ 

3ft RiPi<44 ft ftft -mm ^nfftcT f^ ^ ^ 6(1^ ft ^ m^^ ^ \ m. 

ft fte^cR ftl«ll§el ftm ^ ^^qcT^ERTT 3ft? Wik^ ?Rftt ?3^ efft 

%3r^ ft ?3^ ^ •gxTefEr ^ 3?|§rft%T 11 

3.10.4 pllftcRni gft ^ f3TT t % ftm ^ v^Md^ldl 3ft? 

^ «fT^|ft Ift^T qj)« ajTEni^ ^ 3rfll^f^ld fl>^TT uTHT r|ff^i> ( ij|4]i>l ftftf ft Bt 
?iitcrr I# f% eiVA ^ 3Ttift- -f^ efft ■jt i srriftef?^ yrt t % 

vjI^ v3hc 1«T ^ ^ ^t^ ^ efSTT "^3?# ?8TFT/ft^ ^ fftjTT 

vSTHT ^ fftziT WRT II^rRn3ff ^ vTFTT rUf^lJ | 


gRT ftt^ sftorft w 3Pft^ mtorft ^ 3 ft? ^ 

3.10.5. J?T t^5iiq ^ 1% "fteft IM f^lcbWdchdl ^ ft^^ 3T^I^)lft, 3TfttcftEr 

w %<*)iiid ?i^ ddhild yft ^syftt 
ft ^ ^§nftf y? 1 ^ t 3ft? yifftwy ft yi t zrfft 

^yftf^ yftH ftfe? 5i?r ^?Tyft f^rayy^r ^ fftwy ft ?fg^ t yr uTcr b7?t 
3T^ftE? jl^qi uTiy, ftt y? yr? Iftfty ft ?3j%cT cf5?ft ^ ftfecT 3rfltyjTft ft 

?ftlft ^ycRET yjyy uuft ft fftfftyy ft T^yysT fftyr ^1 

fftfftyfti ft ftf^ fte? ft ?iF > 3 yftr ft fftyi w t fft ft f^iyyyd yft 

?T*Ty "^fftyj 3^i5>^’f^lftft5fm ?T^ fftft ^rfty ??^ y?BT yTTyyr, ft ft ?jfftcT yft 1 





) 

[^|cbl^<^ gfe gpjtc^ ^ 

3.10.6 i4l{t]ch>!'Jt HM ''T3 2 f^. ^ 

^ 4ff^ mqcTi vJTT^ c^ ^^frfcf ^ ■jjw IcPJI 1^ 

sTteiff RichWci4icrt ^ flwm ^ ^ ^ 

l^lc^>|4 ^ ^t?oin eid i kim I ,wi(tjcb^!ui ;?r ^ f^pf^ ’ft t .f% 

^ q'vjf l cb^^n WT?t ^ ^ M'ftllRicI 3]^ ^ ^ ■'?ra # ^tcR ^ 

6f;JTP7 ^ ’ft^ Miqcfl cTSTT H^qici ^ ^ 3l4tH ^ ^ 


3fgT^ ^ o^cl'iMR 3Tgr^ >H4RtcT l^l.cr>l<tciY ^ 


3.10.7 ^ ^fPTT Plt<lf^ STIcR^RKTr ^ ^ ^ ^'4'< 

^ 3.4.2 ^ eldl^ l ^ 11 TJrto^ ^ ^ <ax!^ TJT cqcItiH TJT ^ 

^ f^RimcTf ^ ^ ^ ^ ^ w ^ xmfM ^ 

igfim tr? teN ^ tif ^ sft ugjR ^ 

■?fPtT 1^)^ vjrPTT t w^ ^ ^ ^ Xi*l<4-xftw 

f^rerff^ ^ -n^ 11 

^Tt^ grt^raiT^ gNT flrarodt ^ ^ 1^ 

3.10.8 ^ter 3TtoT^ fKT Ri«pNc 1[ ^ Piqix^l ^ xi+i'4-xft’^T ^ ^TPcM W ^ 

10 ^ «l<il^ 2 ^ ^ ^PTSirfM ^ ■gfTTcft ^ ^ ^ 

^ ^ ^gSTR ^ 1^ 3fk ^ ait 3]fSl^ t^TcfiT^ 

^ Pme RT ^5ter ^ ^ ^ ^ 'Hdt*]v4’d^ ^ ^ ^ ^:JrH] r\^ CT2TT 
c^ SltTcTR^^^ ^TFT^ ^ ti ^ ■^Tt3^ STf^T^ ^ ^ 

3l | c|^^4) cTT ^ tt mRlch'<» T ^ ^ t ^ ^ ^ 

f^T^>Ri?ff ^ wilt 3jh ^ ^ 1^ ^3^ ^ 

3jtRpjT|-1 arl^r^iTft ^ Ri4>i’Ud ^ Pi^ix^i ^ ^ ^ ^ wf^r. 

flT^RTdf ^ ^ f^nrepT ^ ^ wrt^^tf ^ ^ «zih ^ rgd 

sri^ 11 3tcT: y i l^»v» F ^ ^ 3ri^r^fticr 1^ ^ 
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^ ^ f^cbiiJdT ^ RcITM 3 ^ cf>^ ^ ^ 

«i^jl3rft ^ Q|cr>|i|dll ^ 3TRT c|^ 10 ^ | 

3.11 ^TSIT 9 — tWi (I) dlsi aft? f^cjicj l?^qcJH yuilofl 

3ik (^) aik w^cii ^ ^ anM^r 

^ '(1'(tj*ii vjRia ^? 


3.11.1 (i) ?ft?r 3it? f^4>Ndl f^ciiq f^L|CN WFcff 3fh? (ii) cT^TT ?c|d-?ldl 

^ ^ ^^tcT? ^ ? iRdd l ^frRT t TTT.^ ^ 

^ ^ TtprenM ^ f^tq%Tf ^ (cp) ^ {^) Tt ^ ^ f aft? ddi^nid 

Pi^foll^d ^ 'dH4>| f^zn" 11 

! 

{^J 4^ mfefmw ^ miRd mmr wr ^ cfw ^ ^ ^ it 
3pMf hRmw # #f i7?v^ 3{sjkf 3msT, ^ ^ ^licfRR- 3jk ^ ^ 

WljKjff ^ wirfPtRt ^ wf^i 

M ^ mr ^ ter m wpt Rw utrt wt^ 

# ^ tRim 3ixMf mRrmt ^ ^i ^ Rmr sjtff^ 

^ ^mxTR ^ xjfT^ ^ ^ RRmif. snt^ sih ^ uc^r 

# XTRT XjfRT wRxr ^ ^ jj^^T # ^/tef 3lk U XT hIcM! ^ S fRf0 

Rxt u77^ ^ RfXT ^^<sicdct> mm m/t ^ ^ mRmi ^ & < ?fH #r 

>3te i^Rcti (^^rfxft) 3TR^ iI wwM ^ mw ^eftxft ^ Rr xr> ^ wMt 

wiRxt 3fk wR Rwmf ^ miRtd Rrt wr crw^ #/ 

(w) W|?/ Hdldl std RxfRff jjjRrr^ ^ R^Rd R WRd sfR VRtXjR 

XRkf: 3R^R>Ff i / 3rRcft UfRfRRT ^ R^Rd 3ff7 URRT SRftSRj ^ # WW WtR 
d //?(// cffw xV<j'v%/?«V sRRff i^iRcpx^l, RidcfJl X^R nRq fRff rRrRR ^ RcRZf 
^ wffxrj fte ^■^\>4;ij mRrwRf ^ ^ jr> ?Rm smsf sik xffuj^R 

I - - .. ' 



[<1PTI1I—^TO4] 




c7®i7‘ ^ ^ #/ n<iKlT ^ R<Pi<f xifi'Hi c0f 

^ wm f^ ^ ^ ^ ^ ^ ^ §rw 

rpr ^ ^ ^ ^ pi m-3Fmr mfitu wm i snft^ 

^ ^Fmr wgw 3fi^ ^ Bf ^ Pi ^ ^ ^ 

m w ?7^ xjft xsxmtmmf if mr wmr 3pft^ ^ ^pmi 

(w) snM mf^i^Rxn- ^sflT^, xT^x^^jrf^, wpmsi, Hit 

^ frmmff ^ 3fk pi ^ wt^ vW?f (T w^’ # f^ 

urmwffixTi 

(^) ^ ^ ^ w^^if f^miw #/ ^ wpm, 

3ff7 </?d/W?T> (d iilof)^) Sffimf^ ^ vJt77?7^^ W ^h)Ri<P ^ 

mi m i wfim m^n wHt psirr wm f¥ikr 3i)*^^^t^ 

<iyinfp pf f^ yjfmn * ^ 

(^) m mf^fmw # mmfiw mww i mm ^ #/ 

ifw mm ^ mm i i mm mWx^i ^ frmw ^ mi^ mw 

m i wmw w ^ mm m^jfm ^ mmr # fiikr i 

if fim mm wi/^f 

(w) m ^ ^i' i sfcim im mm pw mdn milcfi p^m^w ^ 

wTFm ^ mm 77 im^mm pt mrnr ww mi)cf) vn^mm wfi 
fctwr mr R^hh imm wifdiF u<p)°o # wm ^ ^ f^ m^Dcf) 

u}f^<f>'^^i ^ wf i mi mi wpUc^ ^ mm #/ 

(m) m m i ifp mmmf mf m 4 )cf) pUp^ H m^mr, 

mr m^ efk mimwr mit 77 ^ mpjfi 'if 

mpff wjfivi 

3PMt 3TTl^ra?7W 7?r ^FfTSpIT: 

3.112 3rM mfli^F>^ 7>t 7T7^ i ^ ^ ^ wnfM ^ %rR 

^ I TTFT^ ^ ^ 3!^cfl yiR|cp>ti^l Wl ■RT^TFr f^>7T ^!<l! ^ 

T^mi^R ^ ^ i ^ ^ 3?ft tfj ^ ^ ^ ^ 
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^ ^ f^?T ^ t I. Wl l Ro t ^ ^ ^ S!JH ^ p; ^ 

^ vT? cra> f^l>l”i k'ulfRiq'l’ gRT sii(^<f>'<w| t^^<ra 1^>Tf vifr^^ ^ TfTn’ 

^ ^spMm ^ c^pktw ^ ^i ^ 

^ ^ ^ ^ WHT ^ 

1^ ■^Tj t >dM^<w ^ ^ ^ ^ arf^ ^<>541^4 3nMr ^ 

•^TTERT ^ 3fk f^f^ireR vHT? ^ IM ^3^ f ^^ | >tt ^ 

yiF? I cTtllf^, SI^tcT ^ PiMCl’l ^ f^, STcftcf ^ yrf^, Hiq^ 3jk 3f4tcT ^ 
f^cH iifBa 3T^ >tilq<51q ^5 t 4 ^ Wl^ni y^PT yR^ ^ ^f^ct ^i5|f 

i 

>Hf^cijciij* ^ 3iiq?qetja[ } 3Tcf: MiItlcrR^ ^ yF Pi4q foWT ^ % ^yf yyicTT SRT 

^ 3T^>flR zft 6i|-^Ty^4ty y>t w-cihi ^ 

^ f^ wq cTcrr y? ^ yc4^ 3r¥tcr y? ^ 

i 

Ppfy viTT ^ yyreTT ym yy> yr arl^ aritcft yrf^ryRnr 
f^r^ 1^ yy^ ^ -OTysr 4t yy i silriRtw, 3 pM yrtor^ ^ 

3jk T?yj -^rto yr ^ f^yr yyr air i 

3.11.3 cTm 'HHM 3 pM yrtei^ ysTT ^ yyjfe anM 

yrf^r^ # WT f^p^ryr5t ^ yy^ ^ y? 'JPsyT 4 ^f yyf y?t y# 11 

I 

3.12 ^^[yr 'd<sqi 10 — f^f^pPT ^ sitflcT ^ f^Mci*i 

i 

^ ytoln 

3.12.1 ^ sftftcft yrf^ryy^ ^ 1^ snfTcr ^ ^ y1^ # yr^ ^ 

ywMly^t fe uifQmf ^ (y?) ^ (^) Tf ^ ^ tr^ t yry ^ 4wTy> 

^ ^'tfq>i %yT w 11 

* . 

(^) 3l^c1 W ^c^<f^7R<f} ^ ^ SfPfcfl^ 

y^Mcpi’7) BiM'Rd d^l ^ ^ ^ i4^mi ^ Jff^fcff^ 

^ /cvv ^ f^ Tjfw wj ^ ^/v/ '^^1 sww §nr 




^ro4] 
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9^ mw ^ uffr im mf^; ^ ^ ^ 

f^f4iT 3mm m ^ sfrnkr %■ le ^ 3!^m^ 

3rf^tm^ w ^ ^ wif^‘ 3tk w 3j1^Mm ^ f^y<iHi ^ # mw 

whr wf^\>f 

^) 3nft^ # f^^cn 3^ sii^mt 13if7 ^ ^ ^f 

(3) u^iRa 3nftcr ^ 3 ^ ^ ti 

firj ^ f^ff^ ^frH3>di 3m3><?ifH 3^ 3fm3m 0 ^ ^1^1 w ^f3mr i mr 
^ Wm ^ m if wf^ xm mm t! ^ ^ 

m xf3i ^ 3j3Ff 3^ xm mm f, mm^ ^3iM%Rf ^ mr 

3^ vi)'Si 3rm/ 3fff3T ^ if 3f^ iM373^ if Pif^k: mm—^t3T w 

3f^3j&3/3im 3^ Mm wnr i, ut mH)<Mi 3?l' <s0^^^^ ^ wr if mm 3^ 

3!^ Mm3 xrrMr 3ff7 mMd 3 ft Mrf^ ^ 3TMrm wMfcr 

3>f Xifpff / 

3mft ^ ^ mi ^ Mmi3 3rtM ^ f ^ ^ 

if37xit3 (snfM) srMrmMxff ^ mm 3fMm, mmfM^ ^ ^iMffcm it3 sfk wM/st 

3 ^ WPid ti>'(3r m/i*}! 373 MMf3 dff*3^^343 ^ ^i<4fPka M>^f yjii^iuii 

(3) w rrf^ Mtmr^ mftw ^ t 3i§ 3nff^ ^ 
wm-^ff3r w 3fMt3 MMUr ^ t ^ 33 m m3 xm^ ^ 3n3m3m #/ 

(w) xrmrMw vfMm ^3?i4 i/ 

pjf) 3W3f33J3ff 3^ i^aK %3f SmT3 3f3i ^ 3nftcff3 WMfmit 33i « ^ W*^ 31^ 
X3mf33T ^ M!3333f 33 Mf3W3 3333^ 33 W Mm X3r3T 3TMV/ 

^) sMtmmfsff ^ ^ Mrxf arM^r 37 M 3 3yfit 3ff 31 M 3 rR3ST wtM 33 ? 

iffPia Mit 3 jM 3 . 3 m 3 m, 3 f^ 3 mm 3 fM^Pf # M^ 333 3337 ^ Mrv 3^ (m^ 

17(11))! 

( 3 ) aMfoit mMmit 373 anftm ^ 3i MfV wrn-'^m am ^ am 4 3W whft 

37MV (^3 17 (12))! 

( 3 ) im mm m3 aMfcft mMmit ^ arMaif ^ arfmcFr ^ Mnr wmsmM am 
if 33f 3R 3IW WPff WfMxf (&^ 17 ( 14 )) i 
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^ ^ o77|n?^W ^ f (W^ 18) I 


Igg 

3.12.2 f 1% ^ 31'tiW5eiai ^ fc|#a MR*i|U| ^ #WTT ^ ^efT WTFfT 

w? ^ jcri^^pTf van^qn ^ ^ 3fcif^be ^ i arcnm, ^ ^ ^ 

t ^ ^ d«ld4) ^ ^ 3[^ReR ^ t^TErr vinWr ^ 

?ra> ^ dcHjP ^ ^ vJTfer uTTW CISTT ^ RP i ^hI' ^ TT^ d l f^cb l ^ 

^ ^ cTsjT wto ^ ^ srfcnp/-^ ^ ^ ^ 

^1% ^ ’fTcTFT RlPlRoc Tjf^ ^ 3T^T?TT IM f^l4>|iJrll' ^ ^ 

^|f^if^ wr ^ srgqr^/incR ^ urmr ti inf^ram ^ ^ 

^TRcft ^ ^ SffcnjRt ^ Tp?^ tr^ f|{^ f^ f ^ v1>H45| w t 

f^ra>p?cT ^ ^ ^TRefr ^ 3TmT ^r uft^ w ^ arf^mr^ sfffrnjf^ ^ 

^T*R ^ fe I ^ ^ 'g£[R ^ ^ ^ 1 ^ P ) e[h')' ^ 

ympT ^ f^lM t TT57T nfcl^ WJ\ ^ f^dl^d 'm^ ^ f^ eZTM ^ 

^ |f^ wm^ ^ %RR t! m: irrte?^ ^ t M 

erfcpjj^ ^ |f^ ^ ^ ^ mc[E[PT Efr?^ ^ gi iciijEjchrl l ^ 11 


I 

3i<jlcfl ^Ill^qjiyl gRT ai^Tldl' ^ f^PTgPT '% '^FpiT—^f[qT: ; 

3.12.3 Snfl^ illRlqjl'Jl fil'il 3|iTlcil ^ PlHCN ^ fcT^ TFR—c^ ^ 

^ ^ ^ ^fTTcT 15 ^ 4 w ^ ^ ^ ^ I ^ ^ 

♦I'cllqi RPiq*il ^ srfl^ ^ P^HCM ^ ywiRd 1?^ w ^ sraUr 

^ I ^’iaif^a ^Rl ^ fcpcTR ^ cfFf Hpft ^ I ^ 

^ ^ wto wN> ^ ^ 3nM ^ f^fqm ^ 3rM 

^ Wlcjl 3[^ PlRtC ^ ^ ^ I PT^ ^5^ ^ ^ 

^T^RTT ^ 7 ^ ^=Fnj cRTT ^ Pmcii ^ 3pff^ ^ 

is % ^ wm" ^ ^g§?R mteror ^ f^ % f^ ^ 

W^ 15 ^ ^ 7IF ^=R7J--#itt spffdt m PmdM ^ ^ 

Ff’fti 3n51el 3j41d) ^ TfRT cTSTT 3[j^cblRi|')' OT 




[iPrill’—1P¥4] _ ; aroWICT ___$5 

^ tRfrnc^ srmfr f. 3PM mf5 i 4)i^ W~^~^ 

srf^i^ntt 5RT ^ ^ chi^cii^ cT«?T wenwra) WErf ^ ^=ra1?RT ^ ezift ^ 
1^ t 3lk srtM ?rif^r^ ^ w anM ^ wmn ^ Tjg? 

^ tn^i? I a^cT: ^ Mzi 1^ t% 3nfr^ 

^ yw ^ snMr yri^ranfr cnfFi ^ c^^T 

TO ^ Wy «THT tlTflT? I 

3 : 12,4 ^ ^ncT ^ wr ^ ft? 'arffciTOt snIteT yoft^ g?^ to y)t 

3f raf fed y?.^. y?t TOcft 3jt^ ^ yror ^ afttcT ^ w ^rftr aiirftcT to% anfi^ 

yr ft r ^ ^ ^ ^aftry ^ ftt? ^ 5 ft^ff ^i^iTO 2 ft^ ft^ ^ afr? ^ 

WTOT w ^ ’ftcR ?TO)T ^7 f^TTO ftjziT afiT 5^ 

t^f^TO ^ y5T"yTTO 5 ft^ y>r tot-TOt ^ totto 2 to 

TO% y>T ftFfy ftrari cwrft. yrftzm w-y? »^ct t ^ yror ^ aftl^ w] 

^3^ ^ ^ ftp? trafi?r TOy xnfti? i f^fTftni yifty?^ ^ ^ yror ^ af^tcT ^ 

3PFTT ^ ^ ftpj 15 ft:^ y?T TOy ^ ^ 3r5»Tfrr ^ Wy ftniT I 

3.12.5 ■gro ^ arft ^ ft> yror iht anMt yiftro^r ^ aift^ft ^ 

ar^TOH W!?f W ^ H'Wlftd 15 ft^ y>f TOTa 30 ft^ ^ TOTOft '^t 

tot. ^ *rcr t ft? 15 ft^ ^ wi apM yrftro^ ^ arft^it y?t c^ 

TO% ^ ftPi vjg^4d afk 11 

apM y?T ^<^<w1ftch y^^^tcfTO^ mn ^arrog y? gfft^ aptfcff y>t ft^ft ^ ^?rfgT 

3.12.6 apff^ ^ TOFT ^ y^ W ftlWIcff aHncu^n 

TOEfr ^gro ^ yft ^ yift^?^ ^ Tt ^ ^ ft^ i3TO?r y? ^ t 

ft? anticT (i i Rsid wr ^ to TOftyff afk ^^?Tftyfr ^nazif ^ ^TcFt to^ 
^ TO)^ y^ t alk aitddi^d y^ ^ yp to?ctt 11 yiftro^ ^ ^ 

^5Tftf y^ ftro ft?yT aik cM ai^ fefy^fftm? ywft ^ yJteT ^ afi^ 

aTfty?Fff ftiy?TO yr qif^d to^ ft ftftnryt ^ ^afticr yrcrro 
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^5^ I ^ ^ ^ 1% anStcft ttt 

IT^TtTT ^ ^«i'tii§c 17? PlHCM ^ cff^ Vi^ SftftcT ^ | 


gpM ^ ^ 

3.12.7 ffr ■g5TR ^ ?m "srMr url^rwr ifM ^ 

^ ^ ^ xRflrjVlJTte?!? ^ 71? ^ ^ 

^ RiPi^h TTri^Tw? ?T?T ■uTifr Pp? tttt tt? en?^ ^ 

3.13 ?T®I1T 11 - WH)<k1l ^ I^RjlTrat ^ PlMcil-^ ll^TTT f^RHlT^ 

^ ^ vJM'Hlchr1l3j1f ^ ^ cTTTn «? ??T 11 

3.13.1 'dH+ilcrai q5t Picniiidl’ q?t PlMci^ ^ qf^qr P|A|Hlcio?) splT^ q5t q^fct ^ 

vdH>l'lcKi|3Tt ^ cTFTT uTT ?FT t, q? q^t fbqf&RTT ?T^fqT % 

(c^) ^ q^ f ^ ??T^ qrq PnqlcifecT ^ i3?Tqq fcj^^q ten qaT 

t I , 

fify) 45 W (or) 3 W f¥^ 7^ ^ ^7f77? # ^ W 

19^/^/ ^ ^TTST" ^JWcfW" 3^ s/c)<P c7^ /O’>7/ uTT^/ 

if ^ f^ m 4 ' mm mm t sri^rmm -^rnrnmr rft-^ 
mfwT^ mrmnwmr #7 27 ^ wm i vfffm Prmm^" ^ 

^ W ^ ^ mm mm 0777/ 

(m) ^^mmtm # Prmmmcft wrcm mrn^ ^ srPimRf mm 3^ wmm mr^ 
wr^mNf^mrrn 

(w) ^ ^ mrnrm ^ wrm wf^ f^mmrmft # 3 r^^ w mm mm 

u 777 / ^ ^ mm ^ )^w^d 3 fk ^ rmft mr ^ mjcrm ^/ 

(^) f^rmmmff mf wrf^ ^ mm ¥t w irmf^ f^ 0777/ 

yf^. ffrqqm^ q?r isgcRgcrr: 

3.13.2 7 ^ q? t % qrf^rqq?! ?T6R7 m?6r nlsii^d v3M ' h1cM( f 

??Tf^ ''qf^Tqr Piq^iNdT' q^ TJt-^ ?Teq?PT?qq q^ qq RqM q^qqf qq q^ 


[nmn—^4] 
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1JFI Mll®l<m ^ ^ ^ 3ft7 t|5 4t HR ^ 

^ ^ ^ fiRI 4t H!OTT HU HIW t, ^ 5^?^ 

ipjiHf.t tA ftHiHf sfR <ira 'R 41 1^ ftRIT 1^ ^ 

aprai wi ^ 'fw TiftRn ^ ^nwr nit 

tl 5^1 TOR, TOR> ftR * HRI 41 TifSRn Pt^Hiqcfl' 4 ht HT41 HP 

tl 

3.13.3 H8Jlft, ^ laiHf h4 KUH 4 ^ ^ Ml®'”''”' ^ ftftHHl 4 

■q? ai^Ri H ftjqr fti ^Ht TORI 4 TOR) Hiiqfciq, h4ci hhhIhhi ■gl^qr 
tcH hRr aifiiTOft, 3 i 41# inl^HRni, ftaH ^ aftn 4 hi tori ^ 4H^n?H 
tR 4q4 ^ f^RHiHoU HTOSI HRi41 Hniji !ii1?RR>H 4 q? 41 3n4ftR 14 ri t ft> 

4qT TORI 3ISTOT HTOI 4qi q^HTOTO ^Hq 5R4q) HTOtWI ^ f^HHIH^ 
qH TO Ii14 3I!TOI HTOI qfiiR 'JRHRH (I4 ri 4 gsH RslUdHi iSt-4qi 4441 

f4^ 3jR ?i4, TOR 4te^. Hl3R «14 to 4 afr? artlafl HiftroRi ^ htoI ®i14, 

fliqmRt * RHRR 4g ?i14iqi afR qqq-^lHi m\ ai^ 4 Pif^R qqq-^lHi 
3nf^ j^iif^ ^) 1 

3.14 12 - W *i'l4l^d Witosrf ^ ^ ^ ^ 

ararar^? 

3.14.1 w ^ ^ ^ tor ^ ^ 

m ^ ^ ^ ^ H ^ (cj) cT^ ^ ^ t sit? 

eTT^ f^TRf^rf^ ^ _. . 

(^J w ^ Mfrrmt ^ ^ 

imir^mmt ^ wf^ ^ smr ^ ^ 

(^) ^PJJ^ ^ ^ ^ ?77^ ^/ 

(w) m mm ^ ^ ^ i ^ 

^Bi^ial f^<^^f} I 
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^ 31^^ 77 w # #^ 77 ^ ^ ww^ ^ 

# mr ^ ^ ^ jrmr m mm, wm ^ wm ^ cMi w 

3 f'(iPf/^ 3ifdR<ki o77w 3rf^ ^ 3ik mRm wm>i^ # ^mn 

^1 

(^) wmm^w^ # ^(#uf szjfvr ^ m ^ Rw mw mf^i 

{w) snwr RRnm w. 22 w t f^ wmr ^ ^ wR ^ Rm 
i4<^iai<iif m tit's R^i ur/v/ 

( 13 ^) wmfR> umfmr ff<Rw ^ wk viRr ^ i 

!ff-^ yjmtwmf # ^ ^ wRm i, RFm ^ 

tf e>tia>i^4 >i!) ^ 7?" '§R^ ^ R wR R> \'^ w^^mr t" / 

^ TPiefr ^ wm\^- 

3.14.2 ^ Sr^TcTTSff ^ vdM^cM ter^f ^ ^ ^ t ^ 

fcflR^ ^ 'MciRlcI !j<H 4>'<’il cTcj^ftcff)’ TPT^ TPft cm cl 

3ft7 ^^cTTSff ^ \3^ fcRttTT ^ ^ cfR^rf^ ^ 

fcf^ ^TFTcT .7TW?ift f I cpTf% ifT-^ 'cJM'^l^arf 

^ ^ T3TOR ^ ^ Tif cf>f sTRiT^ w ^ f 3ik wrtWTsff 

Cf^ irritTT 6ifr? 3lk WjR\ ^ mWT ^ ^ ^ vfjMiHI^ fTf 

3 Tf^rcf)R 3[f^ff^ C^ 3TcPfcT ^ SiM'H'l#5l!^ ^ W 

TTW^T ^ fc^ urf^fw^T ■gf^vmw wm m ^ ^ tf=tl 

WflcRTTSTf 'sm TTPt viTT^ 77 77 TREfH 7^7^ 77 3TT^ t ( TlTcfto 

77T7 3T7«Tlf^ 7^ 77 f>f7 ^ 77177^ 77 77T t, Tfrf^ 7f77 ^ 

3r67s5t7 11 

3.14.3 7f)77 Tit 7^ ^717 ^ 7^ f7, M||^7i7q ^ Tf Tll^f^lcl 7i7^ 77 

'f^ t % Tfr-^ H>^l^d 7v^7?T7 7T^ WftTTT ^ 6 T^Ht 7?r 



[»IPTII1—^8^4] _ HTOt TT iUMtl ; __ fl? 

3Tgj|^ ^ 3Tr^ c|T^ SraW ^ ^RTTTT ^ viM+iTqxil ^fWci ^tHcT ^ 

ijc^uctMct ^rrsflf, ^3ff sit? ?t!^ mn crarr ^3 ?t^ ’itl^ ^§1^ ?Tfl^ 

^ ^ cji>wf^£h ^ ^ ^ ft? fT^m 

y'*TT^ ^ ^;’icr)i'<l y<i»i <t>^J|l I yij^cr)>ju| ^ ^ ^ f^xTR f^^i ^ 1% 

IT^TrfT ^ vilHcbl^ STlf ciiMCi aft? ?r^f?TR cff !ft—^ 

\dM ' *il<t^ ^ HFRT ^ Srf^cna+I ?tt*TT f^PlR'C ^ dlR> ‘^TT 

eTFTcT vJTH^jT^ OT<r %cIT wqmi ^ nl'ec'^'S viH+iWiSfi ski 

ct^q ^ TIT cfFTcT STeTciT 'to VR[TcIT cTT^^ ^ f%WepT sft? TTcff ^ St^'tlK 
^ c!Pm. ^ ^ ^ ^ srf^ ^ ^ I 

4. ^ SM viM'Hl<lTll ^ flra>RRff ^ #3 MqiciivJilf ^ 

4.1 STRcft? ^ ^dM ■ *^tcR TT W t TTlI^ra??^ ^ cf^ Sit? ‘jfe^l 

cFTR ^ viM'Hl'tMr ^ 1%^ ^ ^ I Ulf^"cf^^ ^ 'dH*l'l<Klisit ^ Wl5t 

f$ | tf> T ^ 1^ f I ^ f ^ v^nRch yci^f^ ^ ^ 'jft «pr4?l 

wfwsff ^ TTmf^ g>? ?ft t STSM yuiT^H SIMijIkldl siHrf^m, RPl^’fl" 

TTT 31cl4d 3TT^?!t ^ tJcvT^PT STSTcfr H<iiciioff 

iim wtesff ^ fitff ^ yfcT^ wm wr stchi^ tlran^ 

ti 5 t| ^ ftr^JFtcff ^r ^3^ ^ ^ ^ ^ t ait? f^r Ri^jMciI' ^ 

^ ?T*TTEIT^ Rl<Di<<a'l' ^ ^ sHiyyff W ^ W 

4IH4l8|.g cf^ ^ WTcTlr ^ tJtmT?Tc*T^ ^T^inff ^ ^ 

^ W l^ll^ 11 

4.2 M l l^4>? ^ t ^ ^ ^ 1TO1T ^ ^ 

R l 4)|^jdlf ^ ^ t 3Te7?IT ^nltfWT ^ ffTfT ^ ^ 

IT? g5t ttI 4^i4ci i ^ sit? ^ # mRuiih ^ Mi ^ f I 
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^ im sr^TcTTsff ^ inf^yui ^ ^ ^ ^ 

^ ^ f^rf^ ^ ^ ^ ^ 

P|mci^/'?^TW ^fFITETFr cR% cfJT 311^ ^ ^ ti grto ^u i ^ TI? 

3rr^ t ^ temcil' ^ ^ ^ cnte % eT^ 

W w ^ f^lcpma ^ ^ ^ T|f xJM'HYckli 3lk 3JT1 ^>!U | ^ vjjHch l '^ 

^ I 3!frrf^, tif t % R i cb i ^ciY ^ ^ tY ^ 

n^TcIT FNT 3TW^ yf^nrr ^ ^tiMH ^ 'HIHM 3iaT^ IJPToftW api ' ^Ikld l 

W W ^^BcTT t eft WcTT ^ "^RFT FM'H'l<WI3flr ^ ^ ^ 3fk 

Mlltlcp'jui gft ^ ^ 2 W ^ ’flTR W 'SPft. STSTclT 

arr^iikidi CT5TT FNT1^ wrufi ^ i 


5. f^r^ wt^ 3fk ^ >hYcb^W>!Y m ^ ^ wk 

TJTf^rW^ ^ ^ ^ t ^ ITFlcTT^ff ^ cTF; 1^5^ CFFJ^ ^ 3m^ zn 

zrr zrr armYT ^ ^ ^ wf^ 3T8 m 

^ f^^i ^^J^TcPT ciMici ^ cqRficnia ■^T#clR viLi'nlchiloff ^ f^ichiiidY c^ rerf^ 
^ W F^-FraRT viH+ilcrai Rict)i<ia PlqK»i cr5[ ■'3McH'4^ cfRRT FTFIT Wrfti? I 
^Hlcmi>iff ^ Rlct^HclY ^fFmTFT ^ ^ R l P l ^ll^cl ^R^TT ^ 

W t ^ Wftesff ^ TIWrTSff ^ ^FTWFT ^ ^ 

aft?- 1T»7T^ F^-FT^ oqcRJerr ^ fetW ^ # I F^Tf^ ^ 

f^pPFTf ^ 3TcFfF STSTcTT F^ FTF f^R>FIcff ^ '(i+ilt<N cfl'^H 1%^ cH^ 

^ sRFfcT Rrraraii ^ arteRr ^^^ -m siFfTfi ^ ^ ^' mIcki i ^ 
cFPJi^ artoR ci^ wuf^ f^ #7 cd[RdJici wter ^ f ^ i 4)i^jdY ^ 
f^F?>T^ 3lk cqRa 'dditiM -^PiR-qa cR^ ^ F^RT^ ^’hIckii ^fRaTR afh? RicbMci 
RRRvRT f^Rm, 2007 «FTFn 11 

6< ^ Rtf^ki Wfr<WI f^lcblilcl P|c|KU| ^ ^«?\HrlK Wftoaft ^ 

flRjmcff ^ RRIxui Mqmi3Tf IRT TcT-I^PlilHH R g«si|d; EZTR ^ ^ #t?T 

f^Rm ^ Ri«sidY smnf^ 11 mtst^RR ^ ztf strit t ' vjM ' Hlctd i ^Rfpr 

3jk Rl<T>f<lja RrrRR 2007" FRfm? ^ ^ ^ f ^ T chl^dY ^ 


[MFUU—^api¥4] 


3WPrm>r 
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3T»TT4t. ^ [^>4>nc¥ i ^T*rrEiFr cwr ^ v1M’h'1<wM 

oqf^^la R|er>mdT ^ P)ujq^ ^ SRPfcT ^ll^d 4>tx*1, 

STTtM ^ ^ ^ ^ eTTW I 

TELECOM REGULATORY AUTHORITY OF INDIA 
NOTIFICATION 
New Delhi, the 4th May, 2007 

Telecom Consumers Protection and Redressnl of Grievances Regulations, 2007 (3 of 2M7) 

F. No. 303“10/2006^QOS. —exercise of the powers corfferred upon 
it und« section ^67 reacTi^th sub-clauses (t) and (y) of clause (Z>) of sub¬ 
section ( I) of section 11, of the Telecom Regulatoiy Authority of India Act, 
1997(24 of 1997), the Telecom Regulatory Authority of India hereby 
makes the< following regulations, namely:- 

CHAPTER I 
PRELIMINARY 

1. Short title, commencement and appliciktion.— (i) These 
regulations may be called the Telecom Consumers Protection and 
Redressal of Grievances Regulations, 2007. 

(2) They shall come into force on their publication in the Official Gazette. 

(3) These regulations shall apply to. 

(a) aU service providers [including Bharat Sanchar Nigam Limited and 
Mahanagar Telephone Nigam Limited, being the companies registered under 
the Companies Act, 1956 (1 of 1956)] providing,— 

(i) Basic Telephone Service; 

(ii) Unified Access Services; 

(iii) Cellular Mobile Telephone Service; 

(b) all service providers (including the Bharat Sanchar Nigam Limited and the 
Mahanagar Telephone Nigam Limited) providing Broadband Service: 

Provided that nothing contained in these regulations shall apply to an 
Internet Service Provider whose turnover in any preceding financial year does 
not exceed rupees five crores or whose total number of Broadband subscribers 
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in any preceding financial year does not exceed ten thousand numbers 
case may be. ’ 


as the 


2. Definitions.— In these regulations, unless the context otherwise 
requires,- 

Telecom Regulatory Authority of India Act, 1997 (24 of 


or “ore persons appointed as appellate 
authority under regulation 10, by a service provider, falling in clause (a) or 
clause (b) of sub-regulation (3) of regulation 1; 

(c) Authority” me^s the Telecom Regulatoiy Authority of India established 
under sub-section (1) of section 3 of the Act; 


( ) Basic Telephone Service” covers collection, carriage, transmission and 
delivety of voice or non-voice messages over licensee’s Public Switched 
Telephone Network in licensed service area and includes provision of all types 
of services except those requiring a separate licence; 


(e) “Broadband” or “Broadband Service” means a data connection,— 

(i) which is always on and is able to support interactive services 
including Internet access; 


v!^ of minimum download speed of two 

hundred fifty six kilo bits per second or such minimum download speed, 
as may be specified by the licensor, from time to time, to an individual 
subscnber from the point of presence of the service provider intending 
to Broadband service where a multiple of such individual 

roadbed connections are aggregated and the subscriber is able to 

aqcess these interactive services including the Internet through the said 
point of presence; 


(lu) m which the interactive services shall exclude any services for 
which a separate licence is specifically required (such as real-time voice 
tr^sniission) except to the extent permitted, or, as may be permitted, 
under Internet service provider’s licence with internet telephony, 

and which shall include such services or download speed or features, as 
may be specified from time to time, by the licensor; 

(f) Call Centre” means a department or a section or a facility established 
under reflation 3 by the service provider, falling in clause (a) or clause (b) of 
sub-regulation (3) of reflation 1 for redressal of grievances of its consumers 
by telephone or electronic means or by any other means; 

(g) “Cellular Mobile Telephone Service” - 

(i) means telecommunication 


service provided by means of a 



telecommunication system for the conveyance of messages through the 
agency of wireless telegraphy where eveiy message that is conveyed 
thereby has been, or is to be, conveyed by means of a telecommunication 
system which is designed or adapted to be capable of being used while m 

motion; 

(u) refers to transmission of voice or non-voice messages over Licensee’s 
Network in real time only but service does not cover broadcasting of any 
messages, voice or non-voice, however, Cell Broadcast is permitted only to 
the subscribers of the service, 

(iii) in respect of which the subscriber (all types, pre-paid as well as post¬ 
paid) has to be registered and authenticated at the network pomt of 
registration and approved numbering plan shall be applicable; 

(h) “consumer” means a consumer of a service provider falling in clause (a) or 
clause (b) of sub-regulation (3) of regulation 1 and includes its customer and 
subscriber; 

(i) “Indian language” means a language specified in the Eighth Schedule to the 
Constitution; 

(j) “Internet Service” means all types of Internet access or Internet content 
services as provided in the licence; 

(k) “Licence” means a licence granted or having effect as if granted under 
section 4 of the Indi^ Telegraph Act, 1885 (13 of 1885) or the provisions of 

the Indian Wireless Telegraphy Act, 1933 (17 of 1933); 

(l) “Manual” means the Manual of Practice for handling consumer complaints 
referred to in regulation 20; 

(m) “Nodal Officer” means the officer appointed or designated 
regulation 6 by a service provider falling in clause (a) or clause (b) of su 
regulation (3) of regulation 1; 

(n) “Public Switched Telephone Network” means a fixed specified switched 
public telephone network providing a two-way switched telecommunica ons 
service to the general public; 

(o) "regulations" means the Telecom Consumers Protection and Redressal of 
Grievances of Regulations, 2007; 


(p) “Schedule” means the Schedule annexed to these regulations; 

(q) “Unified Access Services” - 


(i) means telecommunication service provided by me^s o a 
telecommunication system for the conveyance of messages through the 
agency of wired or wireless telegraphy ; 
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THE GAZglUBQF ^imAORDINARY 


ri{Faep-tnit^S!ig.:iti 


•^! t! ;(y)/^ti|gr8 vQf. v^^jc§,:©r-v; fjpHnVsiot PW^SSgegr jl^epnsee’s 

■.-> /v> Sptyv<»ik rmrre,^>timr<oi^,but cpyfl|i:.bfO?^c^§tfs®';of any 

) rr>f,r/!Jrie.SSag^;8it-^yp>Qf! jpr^iiapiitypic€i; .Q«ll , tBrK>adcajst,r , fsi-i permitted 

.{if i=?ie0Wy;tQ]$li©i$Silb$pi^b^S;pf tiaCiservice;K ■.,■■, ^v.w.-.•.-....f^ I V' 

(ii) in respect of which the subscriber {all types, pre-paid as wVU as post- 
hftS it^Kjibftfir^Sist^red,{and. aijth'CntiGatedrrfltfxd^ *tictv^ 5 k ippint of 
•{i icqgisfer^tipit ^«td; :^prQyediJ^mbpring plfth ^Mllibi^i^icftbiejo;;, >-3^! 

<''‘r'/'ri'C?'D:;f:'.?.T'?n':-Vi r-t ■<'‘..H':>b.''.rar;' n-')''! '!' ■;■■■■“’{••■.■' 1 .* 

(r) ail other words and expressions uped in^ thege,. .^^gi^gfiojps but not 
defined, and defined in the Act and the rules and other re^latidns made 
!:^^ndp;-,.{,iShp^rhaye^h^,^e^ipigSiri^ppcdMelM.^asigped,^:^^ Act 

■Toorrtbbrvii^Sr^p^ej-regi|i^pnSi:^;tbeip8^e;jppy7be.v' so o; 

«:.d Mode osvv3-.^aK brm'fToIiiroS^ 

.S^oLw! ifApivcxq e..a,si-3,i:i"i "'isiuparjoa^ (,ti) 

BY CALL CENTRES OF SERVIC PROVIDERS"^' 

?dt oi fddgiS yr[J at b'drisyo^ Pitsuaf^fM .w j>r?K«iq r.-f»^! (■' ' 

3. Establishment of Call Centre.---(i) Eveiy?'"ser^c7Vmy^.5^ 
in cl4use (a) or clause (b) of sub-regulation (3) of regulation 1, shall, within 
' J^t^rJdayfei'fiyinTth©: bfrisofinhetices^tiidf ^hesetrregt^atibh^^'tm&brisb^^ a 

“Call Centre” for redressal of grievances ipfx itsi cp>isiijfaer$/oand!,S suoirfC^ 

accessible to its consumers round the clock during all days 

ss 5syvr.vvuK7na to qt ysrreoM s '-osn^rJ-^ i/ 

to .ifx.M?r./o-tq yrb 7o (c«8 Mo e.f) Padl joA riqe 7 Ss!:)T rtpibnl srii Ic fx noisoy 

Provided that thb Cbhs'arn'^i G^ibvah<*'K^dT®s®<alIMeohani6mpi^t tqjlby 




--^ 11 a^cLLii £>x.u.; “ at ^ mi venire tc vet accDfaaH^ ^wnh She 

instructions of the Government of India, Ministi^ ‘bf %bifihiUiiidali®n&^5Shd 



com^ncement of these regulations, shall estiaS^-'^SififlSlt^ebbS^^^^ 

! ^ of grievances pf its 

consuimers. ' ..>oc .. srI.; en^?sm ^if-orS;ri.r 2 aj ?o) 

q,'../Gi lO ee-OiTBVOX i{) 

Provid^^ 4l80-tiiMt..U,se|-vicepFOYjder, falling,in clause (a) , or clause (b) of 
sub-regulatioh (S) of fe^lafion 1;w6& Is pr'o^^^ POcoiV. ■i.-ijoyriod" (4) 

(a) different services in a licensed service area, may, Wt"iti‘dfdl2^ri^^t‘np^bhe 
or; moire, C^ Centres,; boipg common or separate, for such services being 

(b) services in two or more licensed' s’ei^cb l^daS,'ihayj‘at* its dptibfip^t up 




C!W>l:III--lgWS'4a 


r,,>ii'Uc i : 


m ^<70W3i,onr{©E,p€paf&teicf^^ priTi3>K«fe;gut:h 

service areas. -- /; irn<:;■■'n'i.r> f-. dauu. .-.ax-^q-riuj 

,(2) s®ry5i|pei ;pBC:py^er*jf^^ iP; ^ 

(3) of regulation 1, shall— ; ;)dri!iiri ariiO .*. tin r -KUr:: ; ? 


^aj ipmp lny nr engagp sufficient .nujnhpr ipfi Qflju®*!? jQ 5 . #|nployR®pf its Call 
/^deiiftcs;.d--{;-aOnvV>-dnr od,-I i'od-^anti ad) o) d a; 

; " ■'"■■)., d„, a. i/i v;v«;;..r;as;";i:vv7o ■' aaolad ciOOd 

"jt) earmA or ^iot oV ! a |>asifr;t^ W^bilertqlepliplie 

number having sufficient lines*^ or “connections to be called as the “toU free 
, number" *or ; “;Cpn^^fja,er i;(?are>; i^pp^^beto oTif “he^ nline:, irurobCTr;, ©r i f-special 

,,nu;wb®^>‘'fiO-S® ib®> CaJilGentres, o s ■ i at) ar?i'tui) ?.'■. :■ ?it j ' nd,.; 

^ V ■ . ) ; d'.; C-' . ! i'^. U.VU.'* -* ‘-'■■■■'' HOi i ; :• id r- 

so as to ensure compliance with the Quality of Seridce benchmarks for the 
par^eter “Response Time ; tp. Qp^orpero fp5-r ? for 

percentage of calls answered electronically by interactive voice, response 
system (fVRS) and percentage of calls answeredcibyjaoperalior dvoteetM^ 
specLBed in the Regulation on Quality of Service of Basic and Cellular^ Mobile 
Services,. 2005; dated thR Julyp2005 {1 l^bf 2005^ %^ F.No. 

305-2/2005{QoS) Vol.II on the 8* July, 2005 and the Quality of Semce of 
Broadband Service Regulsffidn^ 2006 ddte^* th¥:b®«"Q or 2006) 

published under No.304-6/2004-QoS. on the. lOffi October, ,2006 in 
Official Gazette, Part III, Section 4, as 

Authority. . .v....;-. ,, r . . :/■ UA 1■'■■Vri.qKV., u: 

i: (3) call (barges; or;, shori) message service ohaaiges shMk ibe levied upon, or 

payable by its cQnsumers^t for, callsimade, joricshori m^ 

the “toll free number” or “consumer care number” or “help line number^ or 
,.1‘^^^caai imnjbfirf»«as the^caa«^)ma^ Merre«i>to; 

;.regul^<^p.i(2)i;^ ;t4 /t) :A.yyi‘jr- OO/d 

, (fi) lEyery ?er^ce^ .PlaH?? W 

(3ji oif rpSdl^tipri 1 ,!,sh^,, iai^i^ipt^y; 

thrrviT^ nb^e m.ai^wspapefiinibb^^- .la^tgj^e 

an<i W Pi 'ricwspaper ,gp.bllshed,^.hi 

■ in- wiuch -such r service.. prpvi<ier vis ^bj^Hipg 
' telepbbrie bills if is^ed by theise^ PfovMieri,#® 
therein the “toll free number^ or ^consumer cafe number^ or help line 
number” of such Call Centres in respect of each licensed service ^ea^or 
which the Call Centres have been established and thereafter give such public 

notice at least once in twelve months in the same manner : 

Provided that in case of change of Call Centy^^^ 
number” or “consumer care nuinber” or “help line nuinber”, the saine shall be 
intimated through public notice and telephone bills if issued by the service 

provider, in the same manner as provided in these regulations. 

4. Proceduire for handling ^evances by Gall Centr«s.-r--(l) 

service provider, falling in clause (a) or clause (b) of sub'-regulation ( ) o 
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regulation 1, shall, ensure that the Call Centres, immediately on receipt of a 
complaint from a consumer, — ^ 

(a) register such complaint by allotting a unique identification number to 
be called the docket number; 

Provided that a unique docket number assigned under sub-paragraph 
( 1 ) of paragraph 8 m the Direction F.No.303-6/2006-QoS dated the 29* 
Au^st, 2006 before the commencement of these regulations, shall be the 
docket number for the purposes of these regulations. 

(b) communicate, at the time of lodging the complaint, the unique 
Identification number to be called docket number, date and time of 
registration of the complaint, to the consumer; 

(c) tecord details in respect of such complaint; 

(d) intimate to the consumer ,— 

(i) through telephone or other electronic means or any other means; and 

(ii) within the time limit specified in regulation 5, 
the action taken on the complaint; and. 

(e) intimate contact details of the Nodal Officer (including his name, telephone 
number and address) to the consumer in case the consumer is not satisfied 
with the redressal of his grievance or when requested by him. 

S.Tlme limit for redressal of grievance of consumers by Call 
Cenitres.-- (l) Every service provider, falling in clause (a) or clause (b) of 
sub-regulation (3) of regulation 1, shall, without prejudice to the time limits or 
periods specified in the Regulation on Quality of Service of Basic and 
Cellular Mobile Telephone Services, 2005 dated the 1®* July, ,2005 (11 of 
2005) and the Quality of Service of Broadband Service Regulations 2006 dated 
the 6* October, 2006 (11 of ,2006), address the request or redress the, 
grievances of its consumers, within the time limits or periods, and, in respect 
of matters or parameters, specified in the Schedule. 

(2) In a case— 

(a) where no parameter or time limit, relating to fault or disruption of service 
or disconnection of service, has been specified in the Schedule, all complaints 
relating to such fault or disruption of service or disconnection of service shall 
be redressed within three days from the date of registration of complaint; 

(b) where no parameter or time limit has been specified in these regulations or 
any other regulations made under the Act for redressal of any grievance, all 
such complaints shall be redressed within seven days from the date of 
registration of complaint; 




[««niii—^p»g4] 




77 


(c) where lesser time limit has been specified by any other law for the time 
being in force or other regulations made under the Act or by the licensor or by 
the service provider for redressal of grievance, the Centres shall redress 
the grievances of the consumer within such specified time. 


CHAPTER m 

REDRESSAL OF CONSUMER GRIEVANCES 
BY NODAL OFFICERS 

6. Appointment of Nodal Officer. —(1), Every service provider, falling in 
clause (a) or clause (b) of sub-regulation (3) of regulation 1, shall, withm one 
month from the date of commencement of these regulations, appoint or 
des^nate one or more Nodal Officers, in each of its licensed service area for 
the purposes of these regulations: 

Provided that a service provider, falling in clause (a) or clause (b) of 
sub-regulation (3) of regulation 1, who has been granted a licence after the 
commencement of these regulations, shall appoint or designate 
simultaneously with provision of services, any of its employees or officers as 
one or more Nodal Officers, in each of its licensed service area for the 
purposes of these regulations: 

t 

Provided further that a service provider, falling in clause (a) or clause (b) 
of sub-regulation (3) of regulation 1, who provides different services in a 
licensed service area, may, at its option, appoint or designate one or inore 
Nodal Officers, being common or separate, for such services being provided 

by it. 

(2) Every service provider, falling in clause (a) or clause (b) of sub-regulation 

(3) of regulation 1, shall, immediately on appointment or designation of a 
Nodal Officer, - 

(a) give, throu^i a public notice in a newspaper published in Hindi/English 
language and in a newspaper published in an Indi^ language in circulation 
in the area in which such service provider is providing services and through 
telephone bills if issued by the service provider, indicating therein the name of 
the Nodal Officer, his address and telephone number, e-mail address, 
facsimile number and other means of contacting him in respect of each ^ea 
for which the Nodal Officers have been appointed or designated and thereafter 
give such public notice at least once in twelve months in the same manner: 

Provided that in case of change of the name of Ae Nodal Officer, his 
address and telephone number, e-mail address, facsimile number and other 
means of contacting him shall be intimated by public notice and telephone 
bills if issued by the service provider, in the same manner as provided in these 

regulations; 

(b) display, at its each office, Call Centre, customer care centre, help desk. 
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9t the sales outlets, website and at the office of the Nodal Officer and thi 
appeUhte authariOt, the name of the Nodal Officers, their addresses and 
telephone numbers, e-mail addresses, facsimile numbers and other means of 
contacting them, in respect of each area for which the; Nodal Officers have 
been appointed or designated. 

™ falling in clause (a| or clause (b) of sub-tegulation 

(3) of regulation 1, shall appomt or designate such number of Nodal Officers 

under sub-regulatiOn (1) and for slich areas, as indy‘be considered by it 

necesaaiy, for Nodal OffiGet being easily aecesOible and available for red jssal 
of grievance of the consumers. 


7. Rejdressal of Consumer Grievances by Nodal OfncerS>-^>^ in 

case aiconsumer is not satisfied with the redressal of his grievance by the Call 
Centres such consumer may approach, by a letter in writing, or through 
telephone, or web based online filing of complaints or through short message 
semce or through other electronic means and any other means, the Nodal 
Officerj of the service provider for redressal of his grievance: 

_ J^rovided that a consumer may, in emergent situation, approach at the 
first mptance a Nodal Officer instead of a Call Centre and the Nodal i Officer 
shall rOdress the grievance. / j 

8. Handling of grievances of consumers by Nodal Officers - 

Every Kodal Officer shall,—— ). 

(a) be : accessible to the consumers at the address made available by the 
public notice and telephone bills, as referred to in clause (a) of sub-fegulatidft 
(2) of regulation 6; 

(b) register eveiy complaint lodged by the consumers; 

(c) communicate, within three days from date of the receipt of the CQmplainti 
the unique complaint number to the consumer; 

(d) aftei< taking the remedial measure for redressal of the grievance or decision 
thereon^ intimate, within the time limit specified in regulation 9, the remedial 
measure or decision taken, to the consumer, 

I 

9. Tinie limit for redressal of complaints by Nodal Officer.-rr^ 

The Nodal Officer shall redress the complaints of the consumer within ten 
days of the registration of the complaint under clause (b) of regulation 8: 

Provided that complaints relating to fault or disruption of service or 
disconnection of service shall be redressed within three days from the date of 
registration of complaint under clause (b) of regulation 8: 
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■‘■'■■lOi'''’Aiili'biiitMitft ''bf" bjipeilatb "'autbbMtyl''^ "tt)*!.l^y^iy'..' sfe^ce 

provider, falling in clause (a) or clause (b) of sub-regulation (5) of rej^Iabon 1, 

,„,»haB,.„mftasJ tbTfg.j|.|oii^s Jiese 

' regutabbris,' 'Appoint one gr mofe appeUate au^prities^^. in^, ea^^^^^ (^its hc«nsed 
'■ .* SeHdBfe*Wba to’dbd' dispose of ^'fe'^a:^pe^| r 1 ^) 


‘' * SeHdBfe* ^da'to’^^1^ diid' dispose of Ihfe aj^pM^ filed) diidbt "sUp-reiuldtibn X 1) 

■ f .... ■ ^ k I-v-> ■^/i' •.’■r'-t :.•.■• i-‘A.; :r^ v, : «;,''■■■■-■') . .> 

-'"ofreguldtibn rir"', ■"”' '"■" ,:.'■■'■' . . 

AC:,-A,a ?:!.! (HfHi bvAAy ;-r'? >;i. vjq:;:'T '^a ’iA .aAc •; aUju’ aa a. .-■ ua, ai. ^ ,;>u,Ai.v,.t.<:-.. 

? :. '1 m "Provided' tSsbt- flie Gbnsfiaffier'-Gbievattce Redress^ M^cbdniSinV dp at 
an j^^elldte ''AtitSbrlt^^^le^el'' toe' ‘^ ^th Mdie 

instructions 'bTJdi^^ Qd^erdtofeiW-i^ Miiii^'”6f febMiftobi^kfibns’'^d 


2005, shall conbKd^"lB'“Bb iBi^^'aiifj^Mte'dbfhb’nty pttrpdses tot these 

acd,;?^.^/ b-lv] -xl ai tAbrin_ to-qq,A (0) ' 

Provided further' bisft ^feHibe'I5i'd\dder, 'fallihigtoi" dlatlse (kf dr"blkd^e (b) 
of sub-regulation (3) of regulation 1* who has, toe 


service area for iBe purposes of 


re^i0^on4[Vxi;'Ahito:>^ Ji- Andf' ka-: id’ 


sefvicfe area, ihay, at its option, s^point one or more app|lj^tp, ^^<^es, 

being common or sepeirate, for such services being provided him: 

" ‘ f^ovided also that a service provider, ff^^^,m 

regulation (3) of regulation 1, being an Intern:et' Sendee Pfbinder, prbvidihg 
Broadband Service and having 

regulations, appoint one or more appellate autiborities for any part or whole 

l-^f tol lo mnSl2^qm-oO Mi 

(a) give, a public notice m a newspaMr pubU^hed ‘n ““d^E'igjh lanmMe 


-aiid“in SA«if®Pr ?S6ysHta«in'«i S«8fflAa*Pl^ iJpci«<MJ«»fe‘lhe%a 
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appellate authority and the telephdH^'h’&iSb^ri " 


aumority. iUJlU UlC UXUV.CUU 1 ^ ---- - ■ . 

-puMg ^MafleaBWW&^el* ffiofitp 

i:fir^ nrr(i.(w vlnorl-Tvi\ o;t noOB’:yno\ni a-jue rirro^-^ hhari r:^€^ 

(b) display, at its each office, Call CentoestoUStbtiier care-behtre, ;heh>-desk, 
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and, at the sales outlets, website, office of the Nodal Officer and appellate 
authiority, the name of the appellate authority, its address and telephone 
numibers, e-mail address, facsimile numbers and other means of contacting 
the secretariat of the appellate authority and procedure for filing the appeal, in 
respect of each licensed service area for which the appellate authority has 
been appointed. 

11. Appeal to appellate authority of service provider for 

re^essal of consumer grievances.- -(i) in case a consumer is not 

satisfied with the redressal of his grievance by the Nodal Officer or his 
complaint remains to be redressed or no reply is received within the period 
specified in regulation 9, such consumer may, in writing, make an appeal 
to the appellate authority of the concerned service provider referred to in 
sub-regulation (1) of regulation 10 for redressal of his grievance. 

(2) EJvery appeal to the appellate authority under sub-regulation (1) shall be 
made in duplicate, in the Form annexed to these regulations. 

(3) EX^eiy appeal under sub-regulation (1) shall be filed within three months 
after, the expiry of the time limit specified in regulation 9: 

. Provided that the appellate authority may entertain any appeal after the 
expuy of the said period of three months but before one year from the time 
limit,specified in regulation 9 if it is satisfied that there was sufficient cause 
for npt filing it within that period. 

(4) Every service provider, referred to in sub-regulation (I) of regulation 10, 
shall make available to the consumer the Form referred to in sub-regulation 
(2) frte of charge,— 

(a) at its every office and sales outlets, and at eveiy office of the Nodal Officer 
and the appellate authority; 

(b) at its website for download by consumers. 

12. Composition of appellate authority for redressal of 

grievances of the consumers. -An appellate authority shall consist 

of one or more persons, as may be determined and appointed by a service 
provider. 

13. Intimation of appointment of appellate authority. - 

The service provider, referred to in sub-regulation (1) of regulation 10, shall, 
within one week from the date of appointment of an appellate authority, 
intimate to the Authority such appointment: 

^Provided that the Authority may call for further details about such 
appointment of the person or persons as the appellate authority eind the 
service provider shall submit such information to the Authority within such 
time as it may specify in this regard. 















14. Rcinuiieratioil. -— The remuneraUon and o^er 

person or persons appointed as appellate authorities under sub-r^lation (1) 

10 sha5 be determined arid borne the S«^ce provider. 

15 Secretarittt of **0 appoll^tc imtliority.——H^) The aj^ce 

M sub^«g.aWon ( 1 ) ot r«galatton 10. Sha 
dfcsignate one of its officers or employees as Secretary to an ^Bate 
authority. ' . v, 

i2\ The service provider, referred to in sub-regulation (1), sM ® 

(2) The secretariat of the appellate authority shall,— , 

(at register every appeal immediately on receipt of the same and send, /^vithin 

the appeal, an acknowledgement to the appellant 

indicating the serial number of the appeal registered, 

(b) forward, within eix days from the date of n^ipt of an appeal, a copy of the 

appeal to the concerned service provider for fflirig reply. 

The service provider, shall, within fifteen days from the <iate of r^pt of 
Se^peTSrSnu;der clause (b) of sub-regulation (2). a. m wr«mg .ts 

reply. " 

(41 In case the servicte provider referred to in c^use (b) of sub-rejula^n (2), 
record. 

,5, The appenate «« 

S”u"ch^"^?tmd” ecessari U ex^ihddon anddisposal 

of the appeal, as the case may be. 

(6) The service provider referred, to in clause (b) of sub 

Sp^t shall provide such information, dement or record as the appellate 

authority may call for under sub-regul^tion ( ). 

Provided also that in case a party to 
information, document or record, the it may dt^ide the 

that the party in possesmon of dS L appeal 

appeal after appraising the material available on rec , r 
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the it^|u<lgBient on meiats. 

T) receipt of the rM%itr t. 

ttgulation (3) and on the basis of infonnation. d^cuient ’“'l ’ 

. ,j>gulation^6).faan ^ serv^ P^vadar-and ' 

• I >e,«)P(^te authoif^ consider necessary md aSrSrSf* mWy M 
. t^SOTh^ty bt hea.^ to fte partierdl^ “ 
o der m writing and stating therein the potats for d«erm^on^jS^^ •“' 
4ereon and the reasons for the decision ‘““™”a‘>on..the,decision 

^ t ThCiapppJl^t, beiijg consumer, may, either annrar in nersnn^. ™..i. ■ 

m^y proceed ex-parte and decide the appeal on menu a^ithonty 

®^P'y *e order of the appellate authority and reoort 
Itediateiy compliance thereof to thi a^iiBate authoHty, 

with the consent Jji^tween 

de<iidSr™Wr^ St^ of the proceedings and such ajipeal shah be.tt^ as 
derjided with the mutual consent of the parties. "'W" 

and the u under sub-regulafaon (1) of fe^lHif^n 11 

in jib-r^te oompbes With tkie provisions contained 

Sld&friini’pid of *“ **'' by the ISO.,October 

A ,*i. •*. ^ every financial year or at such shorter intervals as the 

Autjionsy may specify from time to time, a report mentioning thei^l-? 

i^) p^rober of appeals recei^ * 

Humber of i^eads penb^^ 


wi 
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m 


thd 






(c)r ofappeMs j and 



(d) such other peuticulars, as may be required by the. Authority, for discharge, 
of its Mnetfbris undar th e^?'^ (£• 

(3) The report in respect of matter^ speciSod ih"' dlaU^a (Ml' (c| folPfj^i^^' ^ 

regulation (2) shaU pertain to^ t^^ period' bf 

immediately the month in which the report is required to be siibyMtw^in ' 
respect of such matters under sub-iei^latiop (^2) tp Ae AhhiPrity^ , j ; ; , 

(4) The Authority may, if so re<piiied in of the 

the report stibmitted to it under sub-regulatibrt aSid Mlsb i^e ^^§pn^ 
its website. <1 ! 


(5) A copy of the report referred to in shb-reg^latioh i^'a^^ 

the apellate authority to the licensor arid the MeMce p^^ ;> ■ 

18 ., Stcitlis' of"appea^.'—' ,( 1 ); The' se:^ee';proridbr're^ 

reghlatmn (1| of rej^platioh 10 shall ehshihe T^at ;M§pfc3l|^ 

exhibits at its website, if aiiy; the atatps and dehdla of a|)]^ais 
the time limit arid the detafls of appealMp^di^ If 
time limit specified in sub-rej^iation ( 10 ) of tegulati^ : ^ 

(2) In case the appellate authority is unable to exhibit the status and details 
of appeals pending, as referred to in sub-regula,tion (1) due to non-availabiUty 
of its website, the concerned servlee^prpyidfiCr^ in clause (a) or clause (b) 
of sub<^r^iitiatkm ■'Pl'-^o£::ri^ls#on5-'1,; sbf|h]aiT|pi|^^ 

the Status and details of appeals p^ the time Umit and 

the details of appeals pend^g, if any, after of the time limit . 

specifiedirrsub-i:e^latiop,(,101of,,mg^d^^ fic' 


CCmFLABPm RSa^HRW BY 
TO SERVICE ntOVIDERS 
REDRESSAL OF CORlStliM^ ~ h 


19. Complaints referred to sendee proMddeisi by Authority.--* (i) 

The Authority nmy* urithout pirctjudice to > tfee. proidsSons oontniited) iU^thoo j 
Telecom Re^latory Authority of India Act; 1997424iOf 199s%jrtfc to^dtliief; 
service providers,; Mfing in ^ clause ;(a) or, clause {b)i of: sub-ra^Matmn > 

regulation 1 , for redressal of the complaints,— nc l'rrf; 


(a) being the comj^aints. ^gmg ripfotiop; of the Act^ itw?! re 

thereunder or directions issued or orders made by it undm*: tile Act;?; A i r; - 

(b) ’being thes complaints of the cicoisuiaerscWhsdi are gmiericin naturefr 
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(c) being the complaints alleging the practices adopted by^ the service providers* 
adver sely affecting the interest of the consumers. 


(2) Thje service provider, falling in clause (a) or clause (b), of sub-regulation (3) 
of reghlation 1, shall investigate and find out root cause of all such complaints 
referred by the Authority under sub-regulation (1) and resolve or redress such 
comp|aints within one month from the date of referring jof the complaints by 
the Authority. ^ , 


(3) The service provider, referred to in sub-regulation (2), shall inform the 
concerned consumers an^ the Authority regarding resolution or redressal of 
the a mplaint within one month from the date of referring of the complaints 
under sub-regulation (1). 


(4) Tn case the investigation and root cause of the complaints found out 
undeij sub-regulation (2) reveal general deficiency or sy$temic inadequacy in 
the practice and procedure or operation adopted by, or, on the part ofj the 
servieje provider, the service provider shall take remedial paeasure in respect of 
all such similarly placed consumers and intimate to the Authority along with 
the iiuormation required under sub-regulation (3), within two months of 
referring such complaint under sub regulation (1), such,general deficiency or 
^steipic inadequacy reveled and remedial measures tpken by such service 
provi4er. 


I CriAPTERVI 

BiAUjUAL FOR CONSUMERS* EDUCATION AND PREVENTION OF 
I THEIR GRIEVANCES 

20. lilanual of Practice for handling consumed complaints.-—- 

(1) Evjery Service provider, falling in clause (a) or clause; (b) of sub-regulation 
(3) of l^egulation 1, shall publish a “Manual of Practice for handling consumer 
comp^ints” containing following information relating to Basic Telephone 
Service, Cellular Mobile Telephone Service and Broadband Service, namely: - 

I 

(a) n^me and address of the service provider; ; 

(b) teitms and conditions of service offered by the service provider; 

(c) Centre or helpline Number or customer care number or toll free 
numbjer and name, designation, of the Nodal Officer Sand e-mail, contact 
telephone number, facsimile number and address of the Nodal Officer and the 
appellate authority; 

(d) prbeedure for shifting and transfer of telephone, provision of accessories 
and ciistomer premises equipment; 

(e) information about service availability and coverage for cellular mobile 
telephone service; 
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(ft complaint redressal mechanism (including comf)laint r^res^ 

iid the time limits for the redressal of grievances by the Call Centre, Nodal 

Officer and filing and disposal of an appeal by the appellate authority); 


(g) an Annexure (relating to tlw Basic Service (wire line)] to the Manual 
Sntaining text of the Quality of Service Benchmarks, in pai^culm the 
following benchmarks (including provisions relating to rebate as admissible to 
consumers) for Basic Service (Wire line) specified in clause (i) of regulation 4 
of the Regulation on Quality of Service of Basic and Cellular Mobile Telephone 
Services, 2005 (11 of 2005), as amended from time to time, namely:- 


(A) Benchmark against S.No.l relating to provision of a telephone after 
registration of demand; 


(B) Benchmark against S.No.3 relating to fault repair by next working day; 


(C) Benchmark against S.No.8 relating to shifts; 


(D) Benchmark against S.No.8 relating to closures; 


(E) Benchmark against S.No. 10 relating to time taken for refund of deposits 
sifter closures; 

(h) an Annexure [ relatiiTg to Basic (Wireless) and Cellular Mobile Telephone 
Service] to the Manual containing text of the Quality of Service Benchmarks, 
in particular the foUowing benchmarks (including provisions relating to 
rebate as admissible to consumers) for Basic Service (Wireless) and Cellulm 
Mobile Telephone Service specified in clause (ii) of regulation 4 of the 
Regulation on Quality of Service of Basic and Cellular Mobile Telephone 
Sendees, 2005 (11 of 2005), as amended from time to time, namely:- 

(A) Benchmark against S.No.C (u) relating to percentage of billing 
complaints resolved within four weeks; 


(B) Benchmark against S.No.C (iii) relating to period of ^ refunds/ 
pajnnents due to customers from the date of resolution bf complamts; 


(i) an Annexure [relating to Broadband Service] to the Manual containing te^ 
of the Quality of Service Benchmarks, in particular the followmg benchmarks 
(including provisions relating to rebate as admissible to consumers) for 
Broadband Service specified in regulation 3 of the Quality of Semce of 
Broadband Service Regulations, 2006 (11 of 2006), as amended from time to 


time, namely:-- 

(A) Benchmark against S.No.(i) relating to service provisioning/ activation 
lime; 


(B) Benchmark against S.No.(ii) relating to fault repair/ restoration time; 

(C) Benchmark against S.No.(iii) relating to billing performance; 
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against S.No.(v)(b) relating to Broadband connection speed 

' i 

lYovidW that the ^rvice provider may'annex the Annexiire referred to in 
^usc|(g), (h) and (i), m the Manual, which relate to the (services provided 

Dy it. f 

(j) right df consumer for termination or disconnection of the service; 

(k) the ^ count to be deducted, whether as an admimstritive expci^s or 

otherwise! from the total pre-paid value of service ; j 

(l) provisions of these regulations, in particular relating to .the rights of the 

consumerfe; i ^ 

i 

(m) the duties and obligations of the service provider under these regulations; 

(n) any otljier information which may be adversely affecting thp consumers. 

(2) The Manual shall be prepared in EngUsh language and Hindi language and 
J^guage |of the State in which, Basic Telephone Service,^ Cellular Mobile 
Telephone| Service and Broadband Service, is provided to the Consumer. 


(3) The M^ual shall be available for reference at every ofSce of the service 
provider rperred to in sub-regulation (1), Call Centre, customer care centre, 
help desk j the Nodal Officer, the appellate authority, at the #ales outlets and^ 
at the website of the service provider and also by any other meeins which the 
service ppc|vider may consider appropriate. 

(4) A copy! of the Manual or its abridged version (containing salient fea^dures 
such as terms and conditions of service, contact details of ; Call Centre, the 
Nodal Officer ^d the appellate authority, procedure and time limit for 
redressal^f grievances and time limit specified in the Schedule) ahall be> 
provided by the service provider or his agent to each consunter at the thus of 
his subscf|ption for service. 

^ ^ ^ ^ 

(5) A copy of the Manual certified by the service provider as “true copy* 

thereof shMl be filed with the Authority within three months from the date of 
commencement of these regulations: i 

Prodded further that a service provider, falling in clause (a) or clauS© lb) 
of sub-regf^lation (3) of regulation 1, who has been granted a licence after the.- 
commencejnent of these regulations, shall file with the authority, vritiiin tiiree 
months dfl providing services, a copy of manual certified by the service 

provider true copy" thereof 

■( , : , . , ...... 

21. Providing usage details in respect to Pref-paid moiktil#! 
connections. — (1) Every service provider, falling in clause (a) or clause (b) 
of sub-re^ilation (3) of regulation' I, shall, on request from? any consumer, 
who has b^en provided pre-paid mobile connection, supply suph consumer, at 
a reasonable cost, the information relating to the itemized* usage chains' 






C<^PtlH-r>^P»g4] -V-■ .;.. __ ■ ' ^ V 

showing ae;h;ial a<t^e usage dotails in^^^t^^ jSfdlv^ftia ]^oaqc>49 

value added services, premium rate services and roaming charges, and theirrv 
monela^valuer T . ^ ^ i':’r ^ a m 

(2) Eveiy aei^ce |>royider^^ referred tp in the 

iidturination releif^ suh'regulatio^fjyr jf^ }^l}iiefidd;r^ in 

preceding six months immediately, precsdingil^S; jnonfJhyin^ »rhi^ tJie le^ 
has been made by the consumer under the said sub-regulation, r : 

(3; For tlm purpose,of subtr^lal^ WitllMs the 

cost or price not exceeding rupees, fihy tte post’pr pnce^a^l^^^ post 

paid consumers of the same service provider fr>r nh faijriinp 
referred to in sub-regulation (1), or cost or pnce payable in accordance with 
the tennSi Su^ of liGence; of such, is 



MISCELLANEOUS 

22. Consumer grievance RedreMaLMecliariisMlby Service 
provider in cdi^in caSeS.»--t**‘‘ EVeiy s<^pe prbi^id^, bet falling in 
clause (a) orclaiise (b) bf sub-rej^latibn {3) Of regiilatidri t; •arid to which these 
regulatmns ate not appliGsd>le or in lespect of jwbi^ no dinection; has been 
issued under the Act for establishment of Consumer Grievance Redressal 
Mechanism or to which t^e instructions of the’Govemriient* of hsdia^'iiifmistry 
of CoinmuniPations and Information vldchnologyi fDejpartinhnt of 
Telecommunications) Licensing CPU (Basic Services Gtdu#' vidfe^^ 

. 6/200S-BS-II dated the 22 September 2005 are not applicable for setting up of 
me^iariiSiri' lof’ ^ rOdfessil 'of ' OdnSuiri^ri ^dfanbdii ^%stenj^h an 

appropriate Gonsunmr Grievance rRedre^al iMechanisari'ddf sjn^l^sal of 
grievance scrfits-consumerSi : ;,o:v 

2S. LMpectioiii aiid Aujditiug«->r?-^ (l) Eye^ussarvipe prpiYidpr^xj^^ in 
clause (a) or clause (b) of sub-regulation of regulari 0 rt; ;fiq8jj^ ?maint^ 
complete and accurate records of redressal of grievances by its Call Centres, 
Nodal’Oflkieita’andappcilatnaarihQrities.t 

(2) The Authority may, if it considers it expedient so to do, an^ to ensure 

compliance of the provisions of these regulations, by prd^rj, rin wri,tii:||^ direct 
any 4>f'its'Offices or employees , or through *an, in^pendent agdntyvBPi^uinted 
by the Authority to,— h ; , 

(a) inspect any Call Centrci Office of the Nodal Officer , ^d, the, of 

the appellate authority [and the req<nris maint^dned . um^r S^ 

or, 

(b) get the records maintained under sub-regulation (1) audited. 

(3) The person 6r persons referred to in sub-regulation (2) shall submit to the 
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Authdrity a report in respect of such insi)ection or audit, as the case may be. 

(4) TTie Authority, if it considers it expedient so to do, may require the service 
provider referred to in sub-regulation (1) to get the records maintained under 
sub-ttegulation (1) audited through an independent agency as may be specified 
by me Authority and submit the report in respect <^f such audit to the 
Authority and the cost of such audit shall be borne by !the concerned service 
provider. 

24. Application of other laws hot barred.— The provisions of 
these regulations shall be in addition to, and not in derogation of, any other 
law for the time bding in force. 

■ 51 

25. ^ght of consumers to seek redressal under the Consumer 
Protiection Act, 1986 or any other law for the time being in 
force* —(1) The provisions of these regulations are in addition to any right 
confeWed upon the consumers under the Consumer Protection Act, 1986 (68 
of 1^6) or any other law for the time being in force. 

(2) Aijiy consumer may, at any tinie,— 

(aj during penden<y of redressal of his ^levance, whether 1^ filing of 
] complaint or appeal, under these regulations; or, 

(b) before or after filing of complaint or appeal, under these regulations, 

} • 

exer([ise his right conferred upon him under the Consumer Protection Act, 
19861(68 of 1986) or any other law for the time beipg in force and seek 
redrcjssal of his grievance under that Act or law. 

26.1 Reckoning of time limit for the purposes of these 
regulations.— The time limit or the period specified under these 
regul ations for making a complaint or request for redresisal of grievan^ or any 
other request or making of an appeal, shall exclude the day of making such 
comi^laint or request for redressal of grievance or any other request or making 
of an appeal, as the case may be. I 

27. These regulations not to apply in certain teases.- Nothing 

conti lined in these regulations shall apply to any matter or issue for which— 

(a) any proceedings, before any court or tribunal or under the Consumer 
Protoction Act, 1986 (68 of 1986) or any other law for the time being in force, 
are jiending; or 

(b) ai decree, aweird or an order has already been passed by any competent 
count or tribunal or authority or forum or commission, ais the case may be. 


i 
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Forew 

(See regulation 11 of the of Telecom Consumers Protection and Redressal 

of Grievances Regulations, 2007} 

Appeal under regulation 11 of the Telecom Consumers Protection and 
Redressal of Grievances Regulations, 2007 to the appellate authority 

appointed by--- * 

(mention name and address of service provider) 


1. The Name, Address, 
Telephone Number, Facsimile 
number and the e-mail address 
of the Appellant. 



2. Telephone Number or 
Cellular Mobile Telephone 
Number or Broadband 

Connection Identity, as the case 
may be, for which appeal is filed 


3. The name of the city /district 
of the origin of complaint 


4. The name of the State or 
licensed service area, as the 
case may be, of the origin of 
complaint. 


5. Nature of Complaint (specify, 
whether complaint relates to 
Provisioning/Activation/Billing/ 
Fault-Repair/Service disruption 
/disconnection of service/ Value 
Added Service / Closure / 
Termination or specify if any 
other). 


6. The docket number allotted 
by the Call Centre at the time of 
lodging complaint under clause 
(a) of sub-regulation (1) of 
regulation 4 and date of lodging 
the complaint with the Call 
Centre. 
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7. The unique complaint 
number communicated by the 
Nodal Officer under clause (c) of 
regulation 8, and date of lodging 
the complaint with the Nodal 
Officer. 


8. Date of decision of ttie Nodal 
Officer and decision intimated 
by the Nodal Officer under 
clause (d) of regulation 8, if any. 

9. Statement of Facts relating to 
grievance or appeal: 

(attach separate sheet signed by 
Appellant if required) 


10. Grounds of Appeal: 

A full description of the matter, 
which is the cause of the 
grievance, including copies of 
any relevant and supporting 
documents, if any, and the relief 
claimed in Appeal 

(attach separate sheet signed by 
Appellant if required). 


11. A statement to the effect 
ffiat same subject matter or 
issue, for which an appeal has 
been filed under these 
regulations, is not covered in 
any proceedings before any 
court or tribunal or under the 
Consumer Protection Act, T 986 
(68 of 1986) or any otiier law 
for the time being in force. 
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12. Details of any other relevant 
material or document. 


13. Whether the Appellant 
requests to grant him exemption 
from appearing in person and i 
decide the appeal on the basis of, 
information, document or record 
filed by him. 



Form for verification 


I,__ (name in full and in 

block letters^, the appellant, son/daughter of 

_ do hereby declare that to the best of my 

knowledge and belief, the information given in this appeal and the 
annexure and statements accompanying the appeal are correct, complete 
and truly stated. 


Signature of appellant 
(Name of appellant). 

(Specify status of the appellant, whether a 
company/firm/society/ individual/ 
others...) 


Notel. The Form of appeal, grounds of appeal and the Form of 
verification appended sh^l be si^ed by the appellant. 

Note2. The appellant shall submit in duplicate the appeal in this Form. 
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SCHEDULE 

(See regulation 5) 


Service Parameters and Time Limit for Service Reque st or Redressal 
of Complaint of Telecom Consumers by Call Centres 

A. Basic Service (Wire line): 


Serial 

Number 

Service Parameter 

Time Limit for sendee request or 
redressal of complaint 

(1) 

(2) 


(i) 

Provision of Telephone 

All cases within seven days 
(subject to technical feasibility) 

(ii) 

Fault Repair 

Within three days 

(iii) 

Shift of Telephone 

Within three days 

(iv) 

Closures 

Within twenty four hours 

(V) 

Percentage of Billing 
Complaints resolved, 

with in four weeks 

All billing complaints to be resolved 
within four weeks. 

(Vi) 

Time taken for refund 
of deposits after closure 

All cases of refund of deposits to be 
made within sixty days after 
closure. 


B. Basic Service (Wireless) and Cellular Mobile Telephone Service: 


- f 

Serial 

Number 

Service Parameter 

Time Limit for service request or 
redressal of complaint 

j 

(1) 

(2) 

(3) 


(i) 

Billing Performance 




(a) Percentage of Billing 
Complaints resolved 

with in four weeks 

(a) All billing complaints to 
resolved witliin four weeks. 

be 


(b) Period of all refunds 
/payments due to 
customers from the 
date of resolution of 
complaints 

(b) All cases of refunds or payments 
due to customers to be made within 
four weeks from the date of 
resolution of billing complaints. 
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C. Broadband Service: 


Serial 

Number 

(1) 

Service Parameter 

12) 

Time Limit for service request or 
redressal of complaint 

(3) 

(i) 

Service Provisioning 
/Activation Time 

All cases within fifteen days 
(subject to technical feasibility). 

(ii) 

Fault Repair / 
Restoration Time 

Within three days 

(iii) 

Billing Performance 

(a) Percentage of 

Billing Complaints 

resolved. 

(a) All billing complaints to be 
resolved within four weeks. 


(b) Time taken for 

refund of deposits after 
closure 

(b) All cases of refund of deposits to 
be made within sixty days after 
closure. 


R. K. ARNOLD, Secy. 
[ADVT. IIl/IV/142/2007/Exty.] 

_The Explanatory Memorandum explains the objects and 

reasons of the Telecom Consumers Protection and Redressal o 
Grievances Regulations, 2007. 

Explanatory Memorand am to the Telecom Consumers Protection and Redressal 
of Grievances Regulations, 2007 (3 of 2007) 

Dated the 4th May, 2007 


1. BACKGROUKD 

1 1 Telecom Regulatory Authority of India (TRAI) has been recemng a 
large number of complamts from telecom consumers r^laUng to ^ 
telfcom services provided by the service providers, 'though t^ Te^com 
Regulatory Authority of India Act, 1997 confers powers 
lay down the standards of quality of service to be 

providers and to ensure the quality of service and conduct the P^odic^ 
Lrvey of such service provided by the service providers so a? to P^otert 
the iMerest of consumers of telecommunication service, Acre is no 
specific provision in the TRAI Act imposing obligation or duty upon the 
T^I for redressal of individual complaints and therefore such 
by a consumer is to be adto-d by courts o^r^ot^r 

appropmmfoturn unto the Con^um^^^ Ute 

?rcorDi^utt settlement U Appellate Tribunal (TDSAT) for redre^ 
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of any dispute between a service provider and a group of consumers. 
However, TRAI does take cognizance of complaints of generic nature i.e. 
complaints affecting a large number of consumers or showing systemic 
inadequacy or cases indicating alleged violation of orders/ regulations / 
directions issued by the TRAI. 

1.2 The conditions of the licence issued under Section 4 of the Indian 
Telegraph Act, 1885, inter alia requires the licensee to notify in writing all 
the arrangements with respect to repair, fault rectification^ compensation 
or refunds. The conditions in the licence also provide that all complaints 
in this regard will be addressed/ handled as per the guidelines, order or 
regulation or direction issued by the licensor or TRAI from time to time. 

1.3 TRAI has laid down the Quality of Service standards for basic, 
cellular mobile telephone, Internet (dial-up) and Broadband service. TRAI 
has also issued the Quality of Service (Code of Practice for Metering and 
Billing Accuracy) Regulation providing for independent audit of the 
metering and billing system. Though these Orders, Directions and 
Regulations address the concerns of consumers, TRAI has not notified 
any Reflation detailing the procedure for handling consumer complaints 
or consjumer grievance redressal mechanism. 

1.4 The Department of Telecommunications (DoT) vide their direction 
NO.16-6/2005-BS-II dated 22.09.2005 had directed all Access Service 
Licensees, all Cellular Mobile Telephone Service Licensees, Bharat 
Sanchar Nigam Limited and Mahanagar Telephone Nigam Limited to set 
up a Consumer Grievance Redressal Mechanism at the (a) Call Centre 
level and (b) an Appellate Authority within the company, 

1.5 TRAI has institutionalized mechanism for registration for consumer 
organizations with TRAI. TRAI interacts periodically with these consumer 
organizations or Consumer Advocacy Groups (CAGs) registered with it. 
Through mutual discussions between these consumer organizations and 
service providers, a Common Charter of Telecom Service was finalized, 
under the aegis of TRAI, to be adopted by the service providers on a 
voluntary basis. Through this Common Charter human interface with 
responsible company executives called Nodal Officers was envisaged and 
accordingly the service providers appointed Nodal Officers in licensed 
service areas. 

1.6 Absence of defined framework for functioning of the existing 
redressal mechanisms is leading to customer dissatisfaction. Also going 
by the number and nature of complaints being received at TRAI, it is seen 
that the present institutional mechanism for handling consumer 
complaints is not effective. The redressal of grievances of individual 
consumjer through courts or forum or commission under the Consumer 
Protection Act, 1986 is time consuming and at times costly, considering 
the staikes involved. As a result, the consumers have been filing 
complaints to various authorities in the Government and TRAI. There is a 
need fot an effective mechanism for a speedy, effective, transparent and 
inexpensive complaint redressal, within the company i.e. service provider. 
It is in ;this background that the Authority issued a consultation paper 
including draft regulations on the proposed institutional mechanism on 
3rd January 2007. 
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2. INSTITUTIONAL MECHANISM FOR REDRESSAL OF CONSUBIBR 
GRIEVANCES PROPOSED IN THE CONSULTATION PAPER 

2.1 Before making the Telecom Consumers Protection and Redressal of 
Grievances Regulations, 2007, the Authority initiated a detailed 
consultation process, including issue of a Consultation Paper on the 
subject and making available the draft of said regulations to the public 
and initiating open house discussions. 

2.2 The institutional mechanism for redressal of consumer grievances 
proposed in the Consultation Paper is summarized bejow:- 

(a) The proposed institutional mechanism focuses on resolution of 
consumers grievances within the company. It defines institutional 
mechanism at the level of Call Centre, Nodal Officer and appellate 
authority. It also outlines the processes and procedures and time 
limits for redressal of grievances at these levels. 

(b) Consumers may contact the Call Centre of service provider on toll 

free number at ^e first instance for redressal of their grievances. All 
the complaints, pertaining to fault/ service disruption, shall be 
attended within three days and all other complaints shall be attended 
by the Call Centre within seven days, subject to time limits laid down 
in Regulations on Quality of Service. ^ 

(c) In case the consumer is not satisfied with the redressal of his 
grievance at the Call Centre level or in case the Call Centre within the 
above time limit does not attend to the complaint, he may approach 
the Nodal Officer for redressal of his grievance. All grievances received 
by the Nodal Officer with respect to fault or service disruption or 
repair/ restoration of fault shall be got redressed within three days 
and other grievances shall be redressed by the Nodal Officer within 
ten days of the registration of the grievance. 

(d) In case the consumer is still not satisfied with the redressal of his 
grievance by the Nodal Officer or in case his complaint is not 
redressed by the Nodal Officer within the above time limit or no reply 
is received regarding resolution of the complaint from Nodal Officer, he 
may appeal to the appellate authority for redressal of his grievance 
and the appellate authority shall decide on the appeal within thirty 
days. 

(e) The service provider shall publish a “Manual of Practice for 
handling consumer complaints” outlining the various provisions, time 
limits, benchmarks and procedures for seeking redressal of grievances 
including information which affects the consumers. 

3. VIEWS OF STAKEHOLDERS RECEIVED ON THE ISSUES FOR 
CONSULTATION AND ANALYSIS THEREOF; 

3.1 Comments were sought on the issues raised in the consultation 
paper by 20.2.2007 and Open House Discussions were held at Delhi on 
27.2.07 and at Bangalore on 28.2.07. The Authority received comments 
from 20 stakeholders viz. service providers — Bharat Sanchar Nigam 
Limited (BSNL), Mahanagar Telephone Nigam Limited (MTNL), Refiance 
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Coijninunications Ltd., Tata Teleservices Ltd., Videsdi Sanchar Nigam 
Limited and Sify, industry associations Cellular Operators Association of 
India (COAI) and Association of Unified Telecom Service Providers of India 
(AUSPI), Consumer Organisations - National Consumer Helpline (NCH), 
Coilsumer Online Resource 8b Empowerment Centre (CORE Centre), 
Voluntary Organization in Interest of Consumer Education(VOICE), 
Consumer Rights, Education and Awareness Trust (GREAT), Palakkad 
District Consumers’ Association, Mumbai Telephone Users Association, 
Consumers’ Forum Sagar, Telecom Users Group (TUG), Consumer Care 
Society and a few individuals and telecom consultants etc. 

3.2 The Authority has considered the responses received from 
stakeholders while finalizing these regulations. The comments by 
stakeholders are discussed briefly hereafter. For the sake of clarity, the 
comiments of the stakeholders are given in the italic font followed by the 
analysis and consideration of the authority. 


3.3 ISSUE NO.l - WHETHER THE INSTITUTIONAL BCECHANISM TO 
HANDLE CONSUMER GRIEVANCES SATISFY THE REQUIREMENTS 
OF CONSUMERS FOR SPEEDY, EFFECTIVE AND INEXPENSIVE 
REDRESSAL OF COMPLAINTS? 

3.3.1 The comments of the stakeholders are summarized in para (a) to (i) 
and analysed in the paragraphs following thereafter. 

(a) The proposed mechanism will help in improving the handling of 
customer complaints. 

(b) ^ Presently, main complaint of consumer is “Where should he go? The 
Call Centres and TVRS (inter active voice response system] are ineffective 
and lack human face. The mechanism is an improvement towards 
complaint redressal. 

(c) Proposed duration of disposal of appeal does not inspire speedy 
disposal. 

(d) ■. Existing mechanisms already implemented by sehAce providers are 
adec^ate. There does not seem to be any need for any requlatory 
intervention. 

(e) I COAI supports the initiative of the Authority to evolve a mechanism 
for handling consumer grievances in a speedy and effective manner and to 
make the existing mechanism more transparent, accessible and effective. 
These efforts should be implemented in a self regulated manner and 
shoi\ld not be regulated through a regulation. COAI is already in an 
advanced stage for implementing the scheme for setting up / establishing 
a Telecom Sector Ombudsman (TSO) which was initiated at the behest of 
the Authority some months ago. 

(f) The provisions at para 2, page 24 of Consultation Paper (provisions 
relating to time limit for compliance in case of complaints relating to non- 
compliance with QoS Regulations) appear to be unrealistic as its 
effectiveness is debatable. 

Need for strengthening institutional mechanism: 

3.3.2 The complaints being received at TRAI and feedback from 
Consumer Advocacy Groups, belies the claim that the existing 
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mechanism which has already been implemented by service providers is 
adequate for speedy, effective and inexpensive redressal of customer 
complaints. During the Open House Discussions held at Delhi on 
27,02»07, some of the Consumer Advocacy Groups had pointed out that 
more than half the licence period is over and so far the service providers 
have not taken any steps to address the grievances of consumers iri^an 
effective way. The Authority is of the view that there is a need to revamp 
the existing institutional mechanism to make it responsive, sensitive and 
answerable to the consumer. The need is to strengthen and specify the 
process for institutional mechanism, procedure and time limit for 
handling complaints at Call Centres, Nodal Officer level and the appellate* 
authority. Also there is a need for consumer education and prevention of 
grievances through provisioning of information by Manual of Practice to 
consumers. The present regulation has been finalized keeping the 
inadequacies in view. 

Telecom'Sector Ombudsman: 

3.3.3 Regarding “the initiative of industry associations for implementing 
the scheme for setting up / establishing a Telecom Sector Ombudsman 
(TSO)”, the Authority welcomes any such step by the industry for effective 
and inexpensive redressal of grievances of consumers. But this step will 
not replace the mechanism specified in these regulations for redressal of 
grievances of telecom consumers as the mechanism functions within the 
company. 

3.4 ISSUE NO. 2 - PROCEDURE AND TIME LIMIT FOR THE CALL 
CENTRE: 

3.4.1 The comments of the stakeholders on the procedure and time limit 
for the Call Centre are summarized in para (a) to (1) and analysed in the 
paragraphs following thereafter. 

j 

^ (a) It is acceptable provided monitoring the,performance of Call Centres 
is effective and transparent. 

(b) Please add: If the consumer is not Satisfied, the Call Centre must 
provide the contact"details of Nodal Officer to the complainant and inform 
him that he has a right to approach to the Nodal Officer as per THAI 
guidelines. 

(c) The procedure and time limit for the Call Centre specified in the 
consultation paper is adequate. 

(d) Call Centre should be able to give the maximum detailed 
information to the callers/ the consumers established “under regulation 3 
by the service providers for redressal of Grievances of its consumers on 
telephone or other electronics means.” 

(e) . Docket no. or action taken can be retrieved/ produced by 

complainant any time in the future. . ^ 

(f) We would I ke to address this issue in the Manual of Practice that is 

proposed to be dro.fted on behalf of the entire industry, which would also 
be approved by the Authority. . 
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i0 Regarding time limit of 3 days and 7 days it is submitted that 
W^ere rto parameter/ benchmark is specified in any regulation, the SLA for 
^mplaint redressal would vary and depend on the nature of the 
complaint. In case it is still corisidered necessary then, benchmarks 
s^uZd be specified in terms of percentages similar to those given in the 
rjcAf’s QOS Regulations. 

(h) The Issue of centralized or decentralized Call Centre should be left to 
the service providers. Location within or outside the Licensed Service Area 
should not matter. 

fif No time limit should be specified where no QOS parameters have 
been laid down. Instead, SLAs can be recommended by THAI on 
p^centage basis as provided in the QoS regulations. 

0) T'he Call Centre for the Broadband services should be mandated to 
operate through other electronic means such as e-mail with all other 
parameters regarding grievance handling as it will not be a practical 
proposition for internet service providers because of higher 
overheads/costs. 

(k) The Call Centre should have web based tracking system, should 

hxxpe a schedule of financial compensation for non-compliance of QOS 
parameter, should have features of ISO 10001, ISO 10002, ISO 10003 and 
IS 15700 and proxnde for an independent periodic audit of the system by 
independent certified auditor. . 

(l) While our customer care centre puts in its best efforts to resolve the 
complaint of the customer instantly, there is no necessity to specify a 
defined time limit fi.t 3 days) as suggested in the consultation paper. 

I Me limits-for redressal of grievances bv Call Centre: 

3.4.2 The objective of the proposeci regulation is to aim for redressal of 
the grievance in a time bound manner with the facility of escalation of 
coitiplaints to the next level, if not satisfied with the redressal within the 
tin^ limhs specified thereto. Also it is difficult to link :the QoS parameter 
with individual consumer perspective in case the benchmark is indicated 
in percentage teiros. Accordingly provisions have been made in these 
reflations and time limits, have been specified in the Schedule for Call 
Centre. The time limits that have been specified in these regulations are 
without prejudice to the benchmarks specified in the “Quality of Service 
Reflations for specific services. In respect of item relating to Closures 
in the Schedule annexed with these regulations, the time limit of 24 
hours shall he applicable in respect of closure request received by the 
service provider in writing. In respect of closure or termination requests 
received through fax, e-mail ID registered with the service provider, 
telephone call, SMS and e-mail the time limit and otlier conditions for 
clof re or termination of service shall be as per Authority’s Direction on 
Docket Number for Customer Complaints and Termination of Service" 
dated 29th August, 2006. The Authority has mandated that information 
relating to right of consumer for termination or disconnection' of the 
service, in accordance with the above direction of the Authority, shall be 
incorporated in the Manual of Practice. 

3.4.3 As regards the issue raised by one of the stakeholders that in cases 
where no parameter/ benchmark is specified in any regulation, the SLA 
foi complaint redressal would var}- and depend on the nature of the 
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complaint, the Authority is of the view that there should be firm time 
limit for redressal of consumer grievances as time limit is the essence of 
any grievance redresssl mechanism. Leaving the time limit to the service 
providers may not lead to effective and timely redressal of complaints. 
The Authority has given due importance to fault repair, disruption of 
service or disconnection of service and the authority has considered to 
specify a maximum of three days for redressal in such cases as 
appropriate. Howevei for other complaints or requests for which no 
parameter or no time limit is specified in any regulation, for such cases 
seven days time limit is considered appropriate by the Authority to 
redress the complaint or request by Call Centres. Regarding the service 
parameters such as provisioning of telephone or provisioning/activation 
of broadband connection where it is not possible to address the request 
or redress the complaint due to technical non-feasibility within the time 
Umits specified in these regulations. Call Centres shall intimate the 
reasons for non- redressal and the likely time frame by which the request 
will be addressed. 

Web basftd tracking system for grievance redressal: 

3.4.4 For the suggestion of web based traglcing system for tiie Call Centre 
the authority is of the view that at the Call Centre level the number of 
complaints would be large and that the Call Centres may be operational 
at different locations/areas for some of the service providers, especially in 
basic service. Also a large number of customers may not have Internet 
access. Hence, the authority has decided not to mandate web based 
tracking system for the Call Centre. However, Service providers may 
voluntarily adopt such a system for enabling their customers to track the 
complaints made to the Call Centres and Nodal officers. The Authority is 
of the view that such a facility should be there for the appellate authority 
to indicate, at its website or websitte of the service provider, the status 
and details of appeals pending for disposal. Accordingly, suitable 
provisions have been made in these regulations to indicate the status of 
appeals at the website. 

IRQ Rtanriards for grievance redressal mechanisms 

3.4.5 Regarding the suggestion that the “complaint redressal mechanism 
should have basic features of ISO 10001, ISO 10002, ISO 10003 and IS 
15700”, the Authority has viewed the Bureau of Indian Standards (BIS) 
IS 15700: 2005' standard for quality management system - requirement 
for service quality by public service organisations and ^so this matter 
was dealt in the consultation paper by mentioning its salient features. 
These regulations have been framed considering some of the important 
provisions of the said BIS standard. The Authority is not in favour of 
mandating the ISO or BIS standards and expects that the service 
providers may voluntarily adopt ISO or BIS standards. 
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Centralised Call Centres: 

3.4.6 Referring to the suggestion that the “issue of centralized or 
dcjcentralized Call Centre should be left to the service providers to decide, 
bdsod on economy in operations and that location within or outside the 
Licensed Service Area (LSA) should not matter”, the Authority is aware 
thpt presently some of the service providers have centralized Call Centre 
covering many licansed service areas. The Authority acknowledges the 
faVt that technology enables service providers to have centralized Call 
Cdntre catering to many licensed service areas. Therefore, the Authority 
hsis decided that for different services in a licensed service area or for two 
orimore licensed service areas, service provider may set-up, at its option, 
on^ or more call centre, being common or separate for such services or 
seivice areas. 

M<^de of communication with the Call Centre: 

% 

3.4.7 Regarding the suggestion that “the Call Centre for the Broadband 
services should be mandated to operate through other electronic means 
such as e-mail with all other parameters regarding grievance handling as 
it ^11 not be a practical proposition for internet service providers because 
of liigher overheads/costs”, the Authority examined the suggestion and 
noted that in case Internet access or broadband connectivity is faulty 
thin consumers will not be able to contact Call Centre of Broadband 
Seivice provider if there is no access to toll free telephone at its Call 
Cehtre. Therefore, the Authority is not in favour of the Call Centre of 
ISli’s to operate only through other electronic means such as e-mail and 
su^:!! service providers also have to establish Call Centres as per the 
provisions in these regulations. 

Infj^rmation about where to escalate the grievance: 

3.4j.8 On the issue that the Call Centre must provide the contact details 
of [Nodal Officer to the complainant, the Authority is of the view that 
provision for communication of the contact details of the Nodal Officer, 
while communicating the action taken on the complaint by the Call 
Cehtre, would enable consumers to escalate the complaint, in case they 
arej not satisfied with the redressal of the complaint by the Call Centre. 

Mohitoring the performance of Call Centres: 

3.4;.9 On the issue of monitoring the performance of Call Centres, 
alrfady there is a parameter “Response time to the customer for 
assistance” in the Regulation on Quality of Service of Basic and Cellular 
MotDile Telephone Services, 2005 arid Quality of Service for Broadband 
Seitvice Regulations, 2006 for assessing the efficiency of Call Centres in 
responding to the‘request made to the Call Centre. The performance of 
service providers against the benchmarks for this parameter is monitored 
on a quarterly basis. Also the performance of service providers against 
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" the benchmark for this parameter is assessed through live test done by 
independent agency appointed by the Authority. These regulations also 
provide for inspection/ audit of the redressal of grievances of consumers 
by Call Centre, Nodal Officer and appellate authority. Issues relating to 
inspection and audit are discussed under Issue No.8. 

3.5 ISSUE NO. 3 - AI»POINTMENT, OBLIGATIONS AND 

GEOGRAPHICAL AREA OF NODAL OFFICER: 

3.5.1 The comments of the stakeholders on appointment, obligations and 
geographical area of Nodal Officer are summarized in para (a) to (h) and 
analysed in the paragraphs following thereafter. 

(a) Nodal officer must be so located that a subscriber cart visit / access 
him easily; to be located in a town or tehsil or the local point; and should 

provide “Complaint Number & time frame for redressal instantly, 

(b) Appointment of Nodal Officers with defined Geographical Area. His 
name, Telephone Number/ Mobile Number/ E-Mail details may please be 
got printed on the face of the bills issued by the Service Providers, 

(c) We suggest that the Nodal Officers are appointed in each of the 
Districts where the service provider is operating. 

(d) The coverage area for each Nodal Officer must be a 2 kilometer 
radius at the maximuk. The. number of nodal officers mOy be also 
considered in proportion to the total connections in any service area of that 
servibe provider. 

(e) The Nodal Officer should be SSA level as well as at Circle level Tr^ 
time limit for acknowledgement of complaint by Nodal Officer and its 
redressed may modified as per the directive of Ministry of Personnel,.^Public 
Grievances and Pension dated 5.5.2006 which provides for 
acknowledgement within 3 days and redressal of grievance within 2 

months of its receipt. ^ ^ ... 

(f) The proposal with regard to appointment and obligations oj tne 

Nodal Officers as has been agreed voluntarily in the Common charter of 
telecom services, is already in place and Junctional. It is not necessa^ to 
define the geographical area of Nodal officer. Service providers shMld be 
allowed to appoint nodai officers in areas in such a manner that they are 

easily accessible to consumers for their grievances. ^ 

(g) We suggest that the number of Nodal officers should be dependent 
on the quantum of complaints. The complaint handling procedure proposed 

to be mandated is essentially hierarchical in nature. 

(h) COAI would like to address the issues regarding appomtment, 
obligations, geographical aea and scope of responsibility of t^ Nodal 
Officerisj, through Manual of Practice thot is proposed to be drajted m 

coordination with other industry associations. 
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Location and coverage of the Nodal Officer: 

> ■ 

3.5.2' Presently the Nodal Officer is designated by service provider for the 
circle' or licensed service area, as a whole as per the Common Charter. 
Accoijding to the feedback given by the consumers and consumer 
organizations, the system of Nodal Officer is not functioning properly. 

The intention for providing a Nodal Officer in the Common Charter was to 
enable human interface. Each service provider is expected to provide 
spee^ and effective grievance redressal mechanism for its consumers 
and v^th this objective the service provider may have to decide, from i-im> 
to time, the appropriate locations and coverage for the Nodal Officer. The 
Authority would not like to prescribe any yardstick for the geographical 
location and coverage of the Nodal Officer. However, the Authority has 
mandiated in these regulations that every service provider shall appoint or 
designate Nodal Officers who are easily accessible and available for 
redre$sal of grievances of the consumers. 

Acf:es^ibilitv of Nodal Officer: 

3.5.3 While exkmining the issue of accessibility of Nodal Officer, it is felt 
that fjrovisions should be there for consumers directly approaching the 
Nodal! Officer rather than going through a Call Centre in emergent 
situations. The Authority has considered this issue and suitable 
proviaon has been rpade in these regulations. 


3.5.4 Regarding the suggestion that the name, Telephone Number/ 
Mobil^ Number/ E-Mail details of the Nodal Officer may be got printed on 
the bi^s issued by the Service Providers, the Authority has considered 
this Suggestion and suitable provisions have been made in these 
regulajtions for publishing the contact details of the Call Centre, Nodal 
Officeif and appellate authority in the bills, if any, issued to its consumers 

by seridce providers. 

? 

Time Ijmit for redressal of grievances by the Nodal Officer: 

3.5.5 t^egarding the suggestion that the “time limit for acknowledgement 
of complaint by Nodal Officer and its redressal may be modified as per 
the dii*ective of Ministry of Personnel, Public Grieveinces and Pension 
dated 5.5.2006 which provides for acknowledgement within 3 days and . 
redresbal of grievance within 2 months of its receipt”, the Authority is of 
the vi^w that the direction of Ministry of Personnel is applicable for 
Goven^ment Departments for redressal of grievances. . This cannot be 
linked [to complaints/ grievances of telecom consumers who need speedy 
redressal. Further in these regulations the concept of Call Centres, Nodal 
Officeris and appellate authority exists with time limits for each level for 
redressal of grievances. 
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3.6 ISSUE NO. 4 - APPOINTMENT OF AN APPELLATE AUTHORllT 
AND THE PROCEDURE FOR DISPOSAL OF APPEALS: 

3.6.1 The comments of the stakeholders on appointment of appellate 
authority and the procedures for disposal of appeals are summarized in 
para (a) to (j) and analysed in the pvagraphs following thereafter. 

(a) Apellate authority is needed but be designated as Senior Complaint 
Redressal Officer. Total time for appeal disposal is very large. 

(b) Designation need be changed to a more polite and friendly word. 

(c) The procedure for appointment of Appellate Authority by the sertAce 
provider and the procedure for disposal of appeals are adequate, but 
reservations about its composition. 

(d) Appellate authority is essential. But it should not be appointed by 
the service providers. The Appellate authority should be at State level. 

(e) Each service provider has provided for an appellate officer. , Jt is 
better to address the designation, obligations, geographical area and scope 
of responsibility of the Presiding (Appellate) Ofpcerfs), in the Manual of 
Practice. The office of Telecom Sector Ombudsman (TSO) as finalized by 
COAI will be implemented at an early date. 

(f) The appellate authority should be appointed from within the service 
providers* organization only. The tenure of the appellate authority and 
formal procedure for setting up of secretariat for appellate authority should 
be left to service providers. 

(g) It is recommended to have service provider neutral common 
Appellate Authority in place of each service provider establishing its own 
Appellate Authonty. The existing Telecom Monitoring Cells of DOT could be 
assigned the responsibility to act as Appellate Authority for the whole of 
telecom sector. Also as per the DoT letter no. 10-8/2006/VTMHQ/gen/3 
dated 27-10-2006 one of the responsibility of the VTM cell is “Grievance 
Redressal of subscribers in respect of deficiency by various operators". 

(h) The appellate authority can be centrally located at the HQ of the 
Internet service promder. 

(i) . TRAI should be the Apex forurn to decide matters not settled by the 
appellate authority. 

(j) TRAI be the final authority for all such appeals from the consumers 
who wish to appeal against the decision of the Appellate Authority. 

Designation of the appellate authority: 

3.6.2 There have been suggestions regarding re-designation of the 
Appellate Authority. Through the proposed regulatiorv it is intended to 
define the structural framework of the existing mechanism, of which 
“appellate authority* is mandated by DOT. As such, the Authority does 
not agree with the suggestions to redesignate “appellate authority*. 
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Appdintment of 


an appellate authority: 


3.6.3 Regarding the appointment of the appellate authority, most of the 
consumer organisations agree that appellate authority is essential, but 
shoulld not be appointed by the service providers. The Authority has 
- considered this suggestion and is of the view that the objective of the 
proposed regulation is to structurally define the framework of the 
conspmer grievance redressal mechanism and as per the directions of 
DOT the appellate authority should be from the company. The Authority 
favours the key role of service provider in this regard. For the same 
reason, the functions of appellate authority cannot be taken over by the 
VTMiCell of DOT, as suggested by one of the stakeholder. It is also not 
possible to have a common neutral appellate authority for all service 
provilders in a licensed service area. 


3.6.4 Some reservations were expressed about its composition. The 
Authjarity evaluated the suggestion bu\ is of the view that an appellate 
authi)rity shall consist of one or more persons to be determined and 
appointed by the service provider. The issue of composition of the 
Authprity has been discussed in detail under Issue No.9 also. 

3.6.5 For the suggestion that for an all India level ISP, an appellate 
authority at the HQ of the Internet Service Provider (ISP) would suffice, 
the Authority is of the view that the service area of Un all India ISP 
licensee is the whole country and, therefore, for the purpose of disposal 
of appeals of its consumers the ISP, who has an all India licence, may 
appoint one or more appellate authority for the whole of India. 

3.6.6j To maintain the transparency and independence of the appellate 
authority and to provide for an effective consumer grievance redressal 
mechjanism, the Authority expects that the service providers shall 
appoint the person or persons as an appellate authority with such 
qualilication and experience from amongst the persons of ability and 
integ^ly who have special knowledge and professional experience in 
telecommunications. 

i ‘ ' 

3.6.7! Regarding the suggestion that “TRAI should be the Apex forum to 
decide matters not settled by the Appellate Authorit}^, this suggestion 
cannot be agreed to as the TRAI Act does not envisage such a role for 
TRAI. 


3.7 f ISSUE NO. 5 - PUBLICATION OF MANUAL OF PRACTICE FOR 
HANi^LING CONSUMER COMPLAINTS AND CONTENTS THEREOF: 

\ 

3.7.1 The comments of the stakeholders on Manual of Practice for 
Handling Consumer Complaints and Contents thereof are summarized in 
para {a) to (g) and analysed in the paragraphs following thereafter. 
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,a) The me may be changed as ■Your Rights and Responsibmies as a 
Aindustry Manual of Practice in close coordination with 
ir'^^^^T^l^nTal^P'tedcopy -Manual of Pr^ 
instSid it ^y be made mandatory to publish on the website of 

the web only instead of m^ngh 

aiLitaWe at oS offices of service provider, call centre, help desK nod 

°^'?^btS^of manual indicating t^e procedure of complaints 

’^‘^e'Z^eT^^nual should be in English/Hindi for Internet 

of practice for handling consumer complain^ slmld^ 
flmple^ easUy uJerstood by aimnwn corwum^s. It " 

tecfmical and legal terms as consumer is generally not familiar with such, 

terms. 

Title of the Manual of Practice: 

3 7 2 The Manual of Practice is basically an obligation^of the service 
p™;Sde« to educate the consumers about the te™s 
Lndce, practices and procedures followed for redressal of gnevances, 
^ubscribLcentric parameters in the Quality of Service Regulations etc, 
therefore, the title need not pe changed 


Piiblicatiop of the Ma nual of Practice! 

3 7 3 It is noted that the stakeholders, in general, have agreed to haj a 
Manual of Practice. The Authority is of the view that the “Manu^ of 
Practice” needs to be made and published by service providers as p 
provisions of these regulations. 

3 7 4 Recarding the suggestion that publication of the Manual of 
mcto” ^ly at the website of the service providers, the Authority is ^f 
*at pubUshing the Manual only at the web site «11 ^ 

Z^se of feciUtating provision of Mormahon ^d «ducah^ of 
^nnwimers because of low Personal Computers (PC) and Internet 
penetration Presently the mobile phones are being used by common 
man and they need the “Manual of Practice” for reference as and wh 
required, particularly for redressal of grievances. 

3 7 5 It has been suggested that the Manual of practice for handling 

consuLr compraints^should be simple and easily 'understood by 
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formation of the consumers. As such, the Authority accepts the above 
iu^estion emd expects that the service providers while preparine and 
pubhsl^g the Manual of Practice, as per the provisions of these 
J^gulations, will see that the content of the Manual of Practice is provided 
m simple language so that it is easily understood by consumers. Also the 
should be legible for the consumers to read without any 
Jjfficulty.^ Apart from the mandatoiy items to be covered under the 
JJ^ual of Practice, the service providers may incorporate any additional 

* formation, m particular which affects the consumers, at their 
’(fiscretion. 


' \ 


® DRAFT REGULATIONS ON THE 

mechanism to handle consumer GRIEVANCES 
PRACTICE FOR HANDLING CONSUME^ 

comments pf the stakeholders on the draft regulations on the 
Ipstitubon^ Mechanism to Handle Consumer Grievances and the 
Manual of Practice for Handling Consumer Grievances are summarized in 
para (a) to (i) and analysed in the paragraphs foUowing thereafter. 

(^) The mechanism appears to be a great facilitator in Redressal of 
Qnevances in Speedy, effective and inexpensive manner. However, its 
t^ementation will depend on enforcement. Need of Ombudsman may not 
ve ignored / lost sight of and issue be revived with Government. 

(b) The draft regulation on the institutional mechanism to handle 
cpnsumer griei/ances is adequate. 

^ Draft regulation and manual of practice are apt and appropriate and 

b ?sf suits tfiB Ti€€<i of consumers. 

The Consultation Paper is very timely and certainly expected to 
fiicditate resolution of complaints of consumers provided, of course, the 
trvice providers implement same in both the letter and spirit. 

refrain from issuing a Regulation on this 
^ject, but rather address this issue through light touch regulatory 
rrtmner, encouraging- a voluntary and self regulatory approach by the 
wastry. The Authority may exercise an overall supervision of the 
WOusfry by approving the Manual of Practice and assessing the 
^ plementation and performance of the TSO scheme. 

® proposal of the Authority that each service 

wul publish a Manual of Practice. COAI in close coordination with 
other industry associations will undertake to draft a common industru 
minual of Practice. 

(g) The present mechanism to handle consumer grievances is adequate 
we beUeve that any such regulation from TRAI would complicate the 
is^e or delay the redressal process. 

(hi Due to existence of ixzrious options, there is no need for any regulation 
to^be mandated by the Authority on consumer redressal. 


[Wim—; 3TCTWR;<»r _ __ 

(i) Draft Regulation is going to benefit the telephone subscribers and is 
required. It will facilitate speedy, inexpensive and effective redressql of 
complaints. 

Need for Regulation: 

3.8.2 During the Open House Discussions at Delhi and Bangalore, rtbe 
service providers and their associations were of the view that there is no 
need of a regulation and instead the industry will address the issue 
through a Manual of Practice; however the consumer organizations h<td 
strongly opposed this and expressed that a regulation is necessary. The 
main objection of the consumer organisations was that the service 
providers have not yet done an 3 dhing effective for the redressal of 
grievances of its consumers. The Authority has considered all - the 
suggestions and it has come to a conclusion that any measure taken by 
the industry will not have any legal or regulatory backup. With no legal 
or regulatory obligations there may be lack of commitment on the piart of 
service providers to address the grievances of consumers expeditious^, 
effectively and in a time bound manner. The Authority, decided to ^pec^ 
the institutional framework including process and time limits for the 
grievance redressal mechanism as the existing institutional roee h a n ia m 
is not effective enough. Also no alternate dispute resolution mechanism 
independent of the service provider exists for the telecom sector at 
present and recourse to consumer courts or TDSAT is time consuming, 
expensive and the efforts not commensurate with the stakes involved. 
The Authority has, therefore, decided to address these issues in these 
regulations rather than leaving it totally for self regulation by industry/ 
service providers. However, the Authority has provided for Mlf regulation 
by the service providers, within the overall framework of these 
regulations. The Authority also appreciates the suggestion of the industry 
association for'undertaking to draft a common industry Manual of 
Practice, but the Manual of Practice should contain all the items provided 
under these regulations. 


3.9 ISSUE NO. 7 • WHETHER ALL THE SERVICE PROVIDiaiS 
SHOULD BE MANDATED TO ESTABLISH THE INSTITUnONAL 
BIECHANISM FOR HANDLING CONSUMER GRIEVANCES AND 
PUBLISH THE MANUAL OF PRACTICE AND WHO SHOULD BE 
EXEMPTED FROM THE REGULATIONS? 

3.9.1 The comments of the stakeholders as to whether all the service 
providers should be mandated to establish the Institution^ Jhi^chani^^ 
for Handling Consumer Grievances and publish the Manual, of > Practice 
and who should be exempted from the regulations are summarized in 
para (a) to (e) and analysed in the paragraphs following thereafter. 


Kt7 


(a) No exemption should be allowed. 
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fb) There is a need to estdblish institutional mechanisms to redress 
donsumers’ grievances., 

(c) It should not be mandatory to establish separate institutional 
mechanism for handling consumer grievance in case a service provider is 
providing more than one service. 

All access service providers should be required to publish the 
Manual of Practice for handling consumer complaints, 
je) It should be applicable for all service providers irrespective of 
turnover. The manual of practice for handling of consumer complaints may 
4>e done in one language only (preferably in English). 

(priteria for exemption from Regulation: 

$.9.2 The Department of Telecommunications’ Direction No. 16-6/2005- 
^S-II dated 22*'*^ September, 2005 is applicable to all access service 
licensees, including BSNL and MTNL. These regulations mandate them 
to establish Consumer Grievance Redressal Mechanism at (a) the Call 
(pentre level; (b) at the Nodal Officer level; and (c) an appellate authority 
tvithin the company; In the wake of a large number of complaints 
received from consumers of Broadband service and the importance of 
broadband connectivity for the consumers, the Authority had proposed, 
ill its Consultation Paper, to extend the proposed institutional 
iaechanism for redressal of consumer grievances to all service providers 
providing Broadband Service. However, in the case of ISPs providing 
Broadband Service, it was proposed to cover -only those ISPs whose 
liumover in any preceding financial year is more than Rs.25 crores, as 
jinany of the ISPs providing Broadband Service have very low subscriber 
base. During public consultation the general view was to include all 
Service providers under these regulations irrespective of turnover. 
However, the Authority is of the view that considering the low subscriber 
base of many of the ISPs providing Broadband Service, all of them need 
iliot be covered under these regulations. However, keeping in view the 
comments of stakeholders, the Authority decided to revise the criteria of 
Exemption from turnover in any preceding financial year of more than 
Hs.25 crores to Rs.5 crores or whose total number of broadband 
subscribers in any preceding year exceeds 10,000 broadband 
subscribers. The Authority also provided a provision in these regulatkms 
for those service providers, who are not covered by> these regulations, so 
that they may set up appropriate consumer 'grievances redressal 
mechanism for their consumers. 


3.10 ISSUE NO. 8 - PROCEDURE OUTLINED IN THE DRAFT 
toGULATIONS FOR MAKING COMPLAINTS: 

3.10.1 The comments of the stakeholders on the procedure outlined in 
the draft regulations for making complaints are summarized in para (a) to 
(g) and analysed in the paragraphs following thereafter. 
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(a) Call centre must provide the contact details of Nodal Officer, 
appellate authority and complaint number. 

(b) The procedure outlined for making complaints is adequate. 

(c) While the procedure is all right TRAI must mak^ sure that service 
providers adhere to these on an ongoing basis and it is ^t a one hme 
effort. This could be surprise checks- and audits carried out by TRAI or their 
accredited CAGs must be so authorised. 

(d) Procedure outlined for making complaints by the consumers given in 
the Draft Regulation appears to be OK, subject to our comments mentioned 
hereunder against various issues raised in the consultation paper. 

(e) (i) Time limit for redressal of complaints by call centre relating to 

non-compliance with QOS regulations shall be 7 working days 
instead of 3 days, complaints relating to fault or disruption of 
service shall be addressed within 10 working days instead of 3 
days and for other complaints within 10 working days, subject to 
technical feasibility, instead of 7 days (1st, 2nd and 3rd proviso 


of clause 5). • ^ j r n 

(ii) Acknowledgement by Nodal Officer within 3 days instead of 2 
days (clause 8(d)). Time limit for redressal of grievances by Nodal 
Officer 2 months instead of 10 days (clause 9). 

(Hi) The information regarding coverage for cellular mobile service 
may have competitive repercussions in favour or against some of 
the service providers and hence may not be insisted upon for 

* publication (clause 21(f)). ... u *: 

(f) We broadly agree with the procedure outlined in the consultation 
paper for making complaints. However, a regulation should not be 

prescribed by the Authority. , ^ . j u 

M It should be mandated to have PIN Code Based Guide on each 

operators Website, so consumer can check that the 

Service to that PIN Code Before taking any Mobile Connection. This Method 

is widely used in USA. 


Inspection and audit of institutional m echanism: 

3 10.2 Regarding the suggestion for independent audit, presently, the 
Authority has provided in the Regulation on QuaUty of Servae of Basic 
and Cellular Mobile Telephone Service, 2005 and Quality of Serwe of 
Broadband Services Regulation, 2006 a parameter on “Response to 
the customer for assistance” for reporting of the efficierrcy of the 

Centre. The Authority also undertakes objective assessment of Qu tyo 

Service Parameters for various services provided by the ser^ce providers 
through an independent agency. The efficiency of C^ Centres m 
attending to the calls of consumers is also assessed by 
through live tests. The Authority has also provided under the Qu^^ of 
Service {Code of Practice for Metering and BUling Accuracy) Reflation 
2006 for audit of the billing system through the , 

service provider from the panel of auditors notified by TRAI to certify me 
metering and billing system of service providers. r 

independent assessment of efficiency of Call Centres and au i 
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metejing and billing system do not cover the disposal of complaints by 
Call Centres. Therefore, the Authority has made suitable provisions in 
these regulations for inspection and audit by any of its officers 
employees, person or persons appointed by it. The provision has also 
been made to direct the service provider to get the audit through an 
independent agency as may be specified by the Authority. 

Infornfiation about cellular mobile coverage and service ayflilahiEt^r- 

i ' ^ 

3.10.i The suggestion that the information regarding coverage for 
cellular mobile service may have competitive repercussions in favour or 
against some of the service providers and hence may not be insisted 
upon (for publication, the intention for making this provision in these 
regulations is to facilitate information about mobile coverage to a 
prospective consumer. Such a provision is very vital for a consumer to 
underistand whether mobile coverage and availability of service is there in 
places where he ordinarily plans to use the service. Such information 
will facilitate reduction of incidences of complaints and also their 
prevention. Also none of the stakeholders, except one service provider, 
has raised any objection to the inclusion of such a provision in these 
regulajtions. Therefore, the Authority has mandated the provision of 
infonhation in the ‘Manual of Practice’ relating to service availability and 
coverage of cellular mobile service. 

3.10.4 The Authority had received a suggestion that pin code based 
information about service availability and mobile coverage should be 
mandated. In rural areas people may not know about their pin code. 

Tlie Authority is of the view that it shpuld be left to the service providers 
whethpr to give the name of the area or name of the area followed by pin 
code ojf the place/area where service is available. 

Providing docket number and contact details of Nodal Officer and 
appellkte authority by Call Centres: 

3.10.5; On the suggestion that the Call Centre must provide the 
contadt details of Nodal Officer, Appellate Authority and instant 
compl^nt number to the complainant, the Authority has considered 
these Suggestions and the Authority has decided to make provisions in 
the reflations for the Call centre to provide contact details of the Nodal 
Officeil while communicating the decisions taken on the complaint, if the 
consuilaer is not satisfied with the redressal of his grievance by the Call 
Centre or when requested by him. Provisions have also been made in 
these regulations for the Call Centre to communicate at the time of 
lodging the complaint the unique identification number to be called the 
docket! number ■ 

Acknowledgement of Complaints and Appeals: 

3.10.6* The authority also considered the suggestion for 
acknowledgement by the Nodal Officer within 3 days, instead of 2 days 
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proposed in the Consultation Paper, and has decided that the Nodal 
Officer shall communicate to the complainant the unique complaint 
number within 3 days of making the complaint. The Authority also 
decided that the appellate authority has to acknowledge after the 
registration of the appeal within 3 days of receipt of appeal, instead of 5 
days proposed in the Consultation Paper, along with the serial number of 
the appeal registered. 

Timp^ limit for redressal of complaints relating to faults or disruption of 
service or disconnection of service: 

3.10.7 The need for prescribing time limit for Call Centres is 
addressed at para 3.4.2 referred to above. The Authority has considered 
the su^estion of stakeholders regarding increasing the time limit for 
redressing complaints relating to faults or disruption of service or 
disconnection of service and is of the view that these types of complaints 
need urgent redressal and hence a time limit of 3 days has been specified 
in these regulations. 

Time limit for redressal of complaints by Nodal Officer: 

3.10.8 Regarding the su gg estion of stakeholders .for extending the 

time limit for redressal of complaint by the Nodal Officer tO : 2 months 
from 10 days proposed in the Consultation Paper, the Authority has 
considered this suggestion and is of the view that the maximum 
complaints should be satisfactorily addressed at the Call Centre level and 
only exceptional cases of complaints need attention of Nodal Officer. The 
Authority expects that the service provider will make appropriate systems 
and processes to effectively and speedily deal with the consumer 
complaints at the Call Centre level. Provision of two months to the Nodal 
Officer for redressal of complaints is too long a period, considering the 
expectation of consumers for speedy redressal of grievances. Therefore, 
the Authority has-mandated that the Nodal Officer shall redress the 
complaints relating to fault or disruption of service or disconnection of 
sendee within 3 days and all other cases within 10 days of receipt of 
complaints. .. 


3.11 ISSUE NO. 9 - WHETHER THE COMPOSITION OF APPELLATE 
AUTHORITY WITHIN THE COMPANY IS APPROPRIATE FOR (I) 
SPEEDY AND INEXPENSIVE ALTERNATIVE DISPUTE RESOLUTION 
MECHANISM AND (II) MAINTAINING TRANSPARENCY AND 
INDEPENDENCE? 

3.11.1 The comments of the stakeholders as to whether the 
composition of appellate authority within the company is appropriate for 
(i) speedy and inexpensive dispute resolution mechanism and (ii) 
maintaining transparency and independence are summarized in para (a) 
to (h) and analysed in the paragraphs following thereafter. 
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(a) i The proposed composition of Appellate Authority is not properly 
madd out. The Appellate Authority should consist of three members i.e. 
chairperson, representative of Sendee proinder and representative of CAG 
registered with TRAL 

(b) TRAI must select and give a panel of retired judges out of which 
serviie provider can choose an appellate authority. An appellate authority 
each at district level should be established. Violation of TRAI regulations, 
orders and directives should be made an offense and a penal provision 
should be provided to punish the service provider and compensate the 
consumer. Customer service guarantee section in UK Code of Practice (CoP) 
is ideal. Licensee must have a website for CoP and it must be published in 
all ite advertisement. 

(c) ' The entire spirit and purpose of appointing an Appelate Authority by 
the Service Provider is totally unacceptable. The appointment and 
superintendence of the appellate authority should rest with TRAI. There 
should be a three Member Appellate Authority and a Secretary with a 
Secretariat. Of the three Member appellate authority, one Member is also 
the Chairman and Presiding Officer and the other two are Members. The 
service providers' body nominates one Member, TRAI one from among the 
CAG$ and also TRAI nominates one as Member cum Chairman from among 
a panel of three suggested by the District Forums in the City where the 
service providers are situated on a request by TRAI. To avoid having too 
many appellate tribunals the TRAI can constitute only one single Tribunal 
per ^ch location which will hear all Appeals from all customers. Expenses 
to be* borne by service provider’s body. 

(d) ' ' Appellate authority should include representative from COAI, AUSPI, 
Broadband Service Providers, Cable TV Service providers and CAG 
member registered with TRAL 

(e) ’ Appellate authority within the company already exists. We would 
like ^ address the designation, obligations, geographical area and scope of 
respifnsibility of the Presiding (Appellate) Officer (s), in the Manual of 
Practice. Industry finalized Ombudsman will be implemented. 

(f) ■ We do not agree with the proposed composition of the appellate 
authbrity. The appellate authority should be appointed from within the 
servhe providers’ organization only. The proposal should also be 
evaluated against industry’s voluntary proposal for setting up an 
independent office of ombudsman. 

(g) It is recommended to have service provider neutral common appellate 
authority in place of each service provider establishing its own appellate 
authority. The eodsting Telecom Monitoring Cells of DOT Could be assigned 
the Responsibility to act as appellate Authority for the whole of telecom 
sectqr. 

(h) We feel that the service providers should be allowed to decide the 
composition, tenure and other aspects related to formation and functioning 
of apellate authority. 


t 
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Composition of the appellate authority : 

3.11.2 Regarding composition of the appellate authority, the 
Authority has received different views from stakeholders. In the 
consultation paper the proposal was to have a single person appellate 
authority, who will act as the presiding officer. The general view of the 
consumer organisations is for multi-member appellate authority. The 
DOT direction is there to have an appellate authority within the 
company. Considering the views of stakeholders, the Authority is of the 
opinion that unless the intention is to have appellate authority appointed 
by different agencies there may not be much advantage about having 
multiple member appellate authority. Since the direction of DOT is to 
have appellate authority within the company, it would be appropriate to 
prescribe the composition of appellate authority as one or more persons 
to be determined and appointed by the service provider. However, for 
assisting in receipt, acknowledgement of appeal and other secretarial 
work including disposal of appeals, a Secretariat would be required with 
one Secretary for speedy disposal of appeals. Therefore, the Authority has 
decided to make provisions in these regulations for a composition of an 
appellate authority with one or more persons to be determined by the 
service provider and also provisions have been made to appoint one or 
more appellate authorities by service provider to ensure that every appeal 
is decided within three months. Further, the provision of secretariat with 
one Secretary for an appellate authority has been made in these 
regulations. 

3.11.3 The issues relating to neutral common appellate authority 
and assigning the responsibility to act as appellate authority to VTM Cell 
of DOT are discussed under Issue No.4. 


3.12 ISSUE NO. 10 - PROCEDURE FOR DISPOSAL OF APPEAL FOR 
THE APPELLATE AUTHORITY IN THE DRAFT REGULATIONS; 

3.12.1 The comments of the stakeholders on the procedure for 
disposal of appeal for the appellate authority in the draft regulations are 
summarized in para (a) to (1) and analysed in the paragraphs following 
thereafter. 

(a) Proinsion for electronic submission of appeal and online tracking of 
complaints; five days provided to secretary be reduced to two days for 
intimation of allotted number and copy to service provider; service provider 
must file the reply within a week; appellate authority to decide appeal 
within 15 days; and reporting requirements prescribed at point 18 under 
Chapter IV must be applied to Nodal Officer too and he should be able to 
settle most of the cases. 

(b) Procedure for disposal of appeal is correct and suits the requirement 
of consumers. 

(c) Proposed duration does not inspire speedy disposal of appeal; 
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\{d) The possibility of monetary quantification of such failure could be 
{explored and suitably incorporated in the Regulation. QOS and 
benchmarks unit never be followed unless it is tagged to a monetary 
compensation. The Draft Regulation should include a table specifying the 
■. service and a fixed amount to be paid as compensation/penalty to the 
customer if the time Specified in the benchmark is not followed/adhered to. 

'(e) Appetlais authority within the company already exists. We would 
bke to address the designation, obligations, geographical area and scope of 
{responsibility of the Presiding (Appellate) Officer fs), in the Manual of 
iPractice. Industry finalized Ombudsman will be implemented. 

\(f) Procedure appears to be in order, but need to be observed before 
^nalizing the procedure and time frame for disposal of appeal. 

'1(9) Proposed procedure is acceptable. ^ 

\(h) The redressal of consumer grievances escalated to the Appellate 
iauthority should be dealt with in a time bound manner to better serve the 
’Customers. 

(i) The power to pass orders for compensation to the appellants should 
\be limited up to direct loss and not for indirect, intangible or any other kind 
iof condensation (clause 17(11)). 

\(j) The time period for deciding the appeal by the appellate authority 
\should at least he 4 months (clause 17(12)). 

i(k) The time period for compliance of orders of appellate authority by the 

fservice provider shall be 30 days instead of 15 days (clause 17(14)). 

(1) The power to fix shorter time period for reporting by the appellate 
{authority has been proposed to the Licensor rather than TRAl (Clause 18). 

jRebate and compensation: 

3.12.2 There have been suggestions that the possibility of monetary 
iquantification of such failure could be explored and suitably incorporated 
;in the regulations. Also, there is a view that Quality of Service (QOS) and 
[benchmarks will never be followed unless it is tagged to a monetary 
icompensaticn and these regulations should include a table specifying the 
^service and a fixed amount to be paid as compensation/penally to the 
icustomer if the time specified in the benchmark for redressal of grievance 
iis not followed/adhered to by the service provider. The Authority has 
[considered the issue of compensation to consumer under such cases and 
iis of the view that it is not possible to include all cases of grievances and 
ilink it to monetary compensation. Already provisions exist in the QOS 
[Regulation for rental rebate for delayed rectification of fault and also > 

[provision is there for payment of interest for delayed refund of security 
[deposits. Therefore, the Authority decided that no provision is needed to 
* ibe made in these regulations for such monetary compensation. t ^ 

Time limit for disposal of appeals bv appellate authority: 

‘3.12.3 Regarding the time limit for disposal of appeals by the 
appellate authority, the suggestions received by the Authority from 
stakeholders varied from 15 days to 4 months. Aqcording to some of the 
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stakeholders the period of one month, for disposal of appeals proposed in 
the draft regulations is too short considering the procedure outlined in 
the draft regulations. At the same time some of the stakeholders, 
especially the Consumer Advocacy Groups, want a shorter period to be 
specified for the appellate authority for the disposal of appeals. For the 
suggestion of “7 days time for the service provider to provide the 
information, 15 days time for the appellate authority to dispose off the 
appeal”, the Authority is of the opinion that the time limit of 15 days may 
not be sufficient for disposal of appeals by following transparent 
procedures and providing a reasonable opportunity for hearing to the" 
parties. Since the appeals come to the appellate authority after 
consideration of the grievances by the Call Centre and the Nodal Officer, 
the appellate authority has to take into account all the facts relating to 
the action and remedial measures taken by the Call Centres and Nodal 
Officers, therefore, there should be a reasonable time period for the 
appellate authority to address the appeals. Therefore, the Authority has 
decided that every appeal shall be decided by am appellate authority of 
every service provider within three months from the date of filing the 
appeal. 


3.12.4 Regarding the suggestion that “five days provided to 
Secretauy of am appellate authority be reduced to/ two d^s for 
acknowledgement of aOlotted serial number of appeal after registe^g it to 
the appellant and forwarding a copy of appeal to the service provider and 
the service provider must, file the reply within a week”, the Authority 
considered the suggestion and decided to reduce the time limit for 
providing acknowledgement to the appellant from five days to three days 
in these regulations. However, the Authority is of the view that the service, 
provider requires adequate time to reply to the appeal. Hence, the 
Authority decided to allow 15 days time Umit to the service provider for 
filing its reply to the appeal. 


■A 


3.12.5 Regarding the suggestion “to have the time period for compliance 
or orders of appellate authority by the service providers as 30 days 
instead of 15 days proposed in the Consultation Paper”, the Authority is 
of the view that 15 days is reasonable and sufficient for implementation 
of the orders of the appellate authority. 


Flflctronic submission of appeals and exhibit status of pendii^ appeals at 
website: 


3.12.6 Regarding the suggestion for electronic submission of appeal 
and online tracking of complaints, the Authority considered these views 
and is of the opinion that while filing appeals many a times si^porting 
documents or documentary evidences needed to be attached and these 
cannot be submitted online. The Authority has considered such 
suggestions and decided to make suitable provisions in these regulars 
for making or filing of complaints to Call Centre and Nodal Officer 
through e-mail and other electronic means. The Authority has also 
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decide^ that an appellate authority shall exhibit at its website or website 
of the Service provider, the status of each appeal pending for the disposal. 

Reportine of status of appeals: 

3.12.7 Regarding the suggestion that the “power to fix shorter time 
period for reporting by the appellate authority should be with the 
Licensbr”, the Authority is of the view that since these regulations are 
issued; by the Authority such obligations cannot be made to the licensor 
by the Authority. 

i 

3.13 ISSUE NO. 11 - PROCEDURE FOR MAKING THE MANUAL OF 
PRACTICE FOR HANDLING CONSUMER COMPLAINTS BEING MADE 
ACCEI&SIBLE TO CONSUMERS: 

3.13.1; The comments of the stakeholders on the procedure for 
making the Manual of Practice for Handling Consumer Complaints being 
made accessible to consumers are summarized in para (a) to (e) and 
analysed in the paragraphs following thereafter. 

(a) ''Sales Outlet” Para (o) 3 on page 45 he amplified to “available with 

every pre-paid recharge card at sales ouilet” and along with post paid 
bills. ; . 

(b) it is well documented. As explaine d in the letter, majority of the 
subseftibers are pre-paid mobile subscribers. Hence it is suggested that the 
“Mammal of Practice'’ should also be made part of recharge, coupons sold to 
pre-petid subscribers. 

(c) Qixnng access for manual to consumer should be made compulsory 
and it 'should be widely publicized. 

(d) tphe Manual of Practice should form part of the instruction manual at 
the Paint of provision of service. It should also be available on the service 
provider’s website and all company outlets. 

(e) Whe Manual should be published on the website of the conceined 
service provider. 

Accessibility of Manual of Practice: 

3.13.2 One of the suggestions is that majority of the subscribers are 
pre-paid mobile consumers and hence the “Manual of Practice” should 
also be made part of recharge coupons sold to pre-paid subscribers. The 
Authcjrity examined the suggestion and also noted that presently 
rechatges cafi be made without purchasing any recharge coupons, such 
as easy recharge through electronic means and also considered that it is 
not rdasonable to mandate such a provision of giving the “Manual of 
Practice” along w^th every pre-paid recharge coupon or card. Similarly, 
with 4very' postpaid bill, it is not reasonable to provide the “Manual of 
Practifce”. 



[MPTiii—•srqg4] 


tMMil ; 


117 


3 13 3 However keeping in view the stakeholders suggestions, the 
LthLy has mandated in these regulations that the Manu^ shall^be 
avaUable tor reference at every offire of the “7“ 

customer care centre, help desk, the Nodal Officer, the appellate 

tiie service provider or his agent to each consumer at the time of 
subscription of service. 

« 

3.14 ISSUE NO. 12 - WHETHER USAGE DETAILS TO BE GIVEN TO 
ppis-pAfP MOBILE CUSXOMBRS? 

3 14 1 The comments of the stakeholders as to «he^7"^' 
detils to be given to pre-paid ”‘>'’Ue cusmm^ are summ^ m para 
(a) to (g) and analysed in the paragraphs followmg thereafter. 

fn) This is radical move which will infuse confidence / satisfa^on m 
Sbs J^ranTZst the image of service proMers and lead to afttendly 

'^hf'^The Internet usage charge and SMS charge should also be included. 

fj) w^rSStha Vtafcnand it 

Mi It t’is not oracticallu feasible for service providers to provide usage 

-hsodhers should not ha 
'7^°^ Draft Regulation «o, 22 is dgreed “*>“* 

= 2 .“= 

facility available to such subscribers. 

Prnvision of usage detail s to pre -paid customers i 

3.14.2 From the above vrews ^^St^ ‘m‘17 tem^d 

technically possible to provide “TS' deSs to terms of all call 

usage charges showing actual customers, but there are 

data records and their j ^ number of representations 

X ”?”nsurere itemised bills and also there 


I 




were large number of applications received under the RTI Act on 
infomjation relating to provision of itemized usage details and charges to 
pre-pid customers, to protect the interest of pre-paid consumers, the 
AuthoHty has mandated provision of usage details to pre-paid customers 
on request on payment basis at a reasonable charge. The determination 
of achfal charges is left to the service prov^ers, subject to a ceiling limit. 


3.14 ^ Keeping in view the observations made above, the Authority 
decidefd to mandate that on request from any pre-paid mobile connection 
consujner for any period falling in the preceding six months, the service 
providbr shall supply such a' consumer, at a reasonable cost the 
information relating to the itemized usage charges showing actual service 
usage!details in tenns of all call data records including value added 
services, premium rate services and roaming charges, and their monetary 
value. The Authority also considered that service provider may have to 
incur tost in provisioning of this information and accordingly specified a 
ceiling; limit for charging such cost to the pre-paid consumer as the cost 
or pricje not exceeding rupees fifty or the cost or price payable by the post 
paid consumers of the Same service provider for obtaining .similar 
information or cost or price payable in accordance with the terms and 
condittons of the licence of the service provider, which ever is lowest. 



4. CONSUMER COMPLAINTS REFERRED BY TRAI TO SER VICE 
PROVipERS FOR REDRESSAL: 

4.1 -fhe consumers generally look up to the Authority to evolve 
mech^isms and approaches that enable the protection of the 
consumers’ interest. The Authority has been receiving large number of 
complmnts from consumers. Some of these complaints relate to 
complaints which are of a generic nature affecting a large number of 
consuniiers or showing systemic inadequacy or complaints allegmg 
violatioh of the Act or regulations or directions or orders made under the 
Act orj complaints alleging practices adopted by the service providers 
adversely affecting the interest of the consumers. TRAI looks into various 
issues taised in the complaints and these complaints are: referred to the 
concenied service provider for effective redressal of the complaints and 
also to! undertake root-cause analysis of the complaints and remedial 
action on similar cases in a time bound manner. 

4.2 The Authority has observed that in many cases service providers 
either do not redress the complaints in a time bound manner or do not 
report to the Authority the action taken on the complaints referred to it 
and thd result of the root-cause analysis. The Authority has, therefore, 
decided to mandate the service providers to investigate all such 
compla^ts referred by the Authority and resolve or redress such 
complamts vnthin one month of referring the complaint by the Authority. 
The Authority has also mandated that the service provider shall inform 
the consumer and the Authority regarding resolution or redressal of the 
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complaint within one month from the date of refeiring such complaints. 
Further, the Authority has mandated that if the investigation reveals 
general deficiency or systemic inadequacy in the practice and procedure 
or operation adopted by the service provider, the service provider shall 
take measures in respect to aU such similarly placed consumers and 
intimate to the Authority within two months of referring such complaints 
regarding general deficiency^ or systemic inadequacy revealed and 
remedial measures taken by it. 

5. After the detailed consultation process and taking into account the 
comments of all the stakeholders, the Authority is of the view'that the 
service providers must provide an in-house Consumer Grievance 
Redressal Mechanism for speedy resolution of complaints of individual 
telecom consumers with minimum cost without affecting or taking away 
their legal rights to approach the courts or tribunal or forum or 
commission under any law in force. It has become necessary to regulate ‘ 
the issue of redressal of grievances of telecom consumers as the service 
providers have failed to provide adequate and effective in-house 
provisions for redressal of grievances of telecom consumers to their 
satisfaction. The Authority has, therefore, made the “Telecom Consumers 
Protection and Redress^ of Grievances Regulations, 2007" without 
affecting the consumers’ legal right to approach the courts or tribunal or 
forum or commission under any law in force at any time during the 
redressal of grievances under the said regulations or thereafter and to 
ensure cost effective and speedy redressal of grievances of individual 
consumers: 

6 . The Consumer Grievance Redressal Mechanism specified in these 
regulations is on the principles of soft touch regulation focusing primarily 
on self-regulation by service providers for the redressal of grievances of 
telecom consumers. The Authority hopes that “Telecom Consumers 
Protection and Redressal of Grievances Regulations, 2007” would ensure 
effective, speedy and inexpensive redressed of grievances of consumers of 
telecom sector and would reduce the litigations in the foruins, 
commissions and courts constituted under the law to adjudicate 
individual complaints of consumers of telecom sector. 
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